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INTRODUCTION

Enclosed are the Commission Staff's memorandum and proposed otder for In the Matter of Recent
Water Outages, Water Quality, and Customer Service Issues at Brooke Water, LLC and Circle City
Water Company, LLC and the Need for Potential Remedial Actions; Docket Nos. W03039A-16-
0322 and W03510A-16-0322. This is only a Staff recommendation to the Commission; it has not
yet become an order of the Commission. The Commission can decide to accept, amend or reject

Staff's proposed order.
You may file comments to the recommendation(s) of the proposed order by filing an
original and thirteen (13) copies of the comments with the Commission’s Docket Control Center at

1200 W. Washington St., Phoenix, AZ 85007 by 4:00 p.m. on or before September 22, 2016.

This matter may be scheduled for Commission deliberation at its Open Meetings scheduled
September 23, 2016, at 10:00 a.m.

If you have any questions about this matter, please contact Thomas Broderick, Directot, at
(602) 542-7270.

BACKGROUND.

On August 21, 2016 at approximately 9:00 p.m., a water outage occurred on the Brooke
Water, LLC (“Brooke”) Lakeside Water system (“Lakeside”) with service interruptions of varying
magnitudes occutring over a three day period from five separate water line breaks. The Arzona
Corporation Commission (“Commission”) held a Special Open Meeting on Monday, August 29,
2016, to receive a status update on the water outages, water quality, and customer setvice issues at
Brooke and Circle City Water Company, LLC (“Circle City”) and to discuss a possible complaint ot
order to show cause, possible preliminary relief, or other enforcement action. After a lengthy
discussion of the outage and measures taken by the Company to address the outage, the
Commission asked the Utilities Division Staff to do a report about Brooke and Circle City, their
complaint history, citcumstances surrounding the outage, and other matters relating to customer
responsiveness, financial fitness and operating condition of the Companies’ plant. The Staff was
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asked to also look at the history of other affiliated water companies in Arizona. This Memorandum
contains Staff’s analysis and recommendations with respect to remedial actions. During its
preparation of this Report, Staff conferred with Mr. Robert Hardcastle on the findings and
recommendations contained herein.

Short Summary of Brooke, BUI and their Arizona Affiliates

Brooke and Circle City ate corpotations, the shates of which owned by Robert Hardcastle
(10 percent) and Chrystal Investments (90 percent). They provide water setvice to an atea north of
Parker, Arizona along the Patker strip, and to an area near Circle City, Arizona. Mr. Robert
Hardcastle is the managing member of Brook and Circle City. These two companies were originally
owned by Consolidated Water Utilities Co. LTD (“Consolidated”). Consolidated filed 2 bankruptcy
petition under Chapter 11 and subsequently all of the assets of Consolidated were sold at an auction
sale on October 16, 1995 to Brooke. In Decision No. 59435 (December 29, 1995), the application
for approval of the sale of assets and transfer of Certificate of Convenience and Necessity (CC&N)
of its Apache Junction Division from Consolidated to Brooke was approved.’ In Decision No.
59754 (July 18, 1996). the application for approval of the sale of assets and transfer of the CC&N  of
Circle City and Brooke from Consolidated Ltd to Brooke was approved by the Commission.

In 1996, Brooke purchased United Utilities, C&S Water Company, Desert Utilities, E&R
Water, High Country Watetr, Pine-Oak Water and Williamson Waterworks all of which had
outstanding Otdets to Show Cause with customers experiencing billing issues, water setvice issues
and water shortages. See Decision No. 58779. The systems were in 2 detetiorating state.

In eatly 1998, applications were made to reorganize the water utilities’ structure of Brooke
Utilities, Inc. (“BUI”) % to reotganize the Companies to correspond with geographical boundaries.
The applications included requests for approval of the transfer of portions of assets and
corresponding CC&Ns of BUT’s existing water companies, Brooke Water, C&S Desert Utllities,
High Countty, Pine-Oak E&R, United Utilities and Williamson Waterworks, to the following
companies: Brooke Water, Circle City Water C., LL.C, Tonto Basin Water Co., Inc., Payson Water
Co., Inc., Pine Water Co., Inc., Strawbertry Watet Co., Inc., and Navajo Water Co., Inc. The purpose
of the reorganization was to achieve operating, administrative, and regulatory reporting efficiencies.
There were no changes in terms of rates and tariffs, ownership, management ot operations of the
cutrent water systems. The Commission approved the reorganization on June 19, 1998 in Decision
No. 60972.

Vatious sales and condemnations have resulted in CC&N cancellations for the Pine Water
Company and the Strawberry Water Company. On October 6, 2009, a Final Order of
Condemnation was entered by the Supetior Court in Case No. P1300CV20090785 vesting
ownership and possession of Pine Water Company and the Strawberry Water Company.in the Pine

1 In Decision No. 59435, (December 20, 1995), the transfer of the Apache Junction Division from Brooke to the Water
Utilities Community Facilities District and cancellation of the CC&N for Apache Junction was approved.

2 BUI was controlled by Chrystal Investments LLC which owned 90 percent of the stock and by Mr. Robert Hardcastle
who owned the remaining 10 percent of the stock. The Commission’s e-Corp lists BUI as not in good standing and
having been administratively dissolved for not filing annual reports.
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Strawberry Water Improvement District. The CC&Ns for both Pine and Strawberry wete cancelled
on Aptil 6, 2010.

Payson Water Company, Tonto Basin Water Company and the Navajo Water Company
were subsequently sold to J. W. Water Holdings in June, 2013 under 2 confidential Stock Purchase
Agreement.

Brooke and Circle City are located in the Counties of La Paz and Maricopa tespectively.
Brooke serves approximately 2,000 customers and Circle City setves approximately 190 customers
respectively’. Brooke* has 7 systems (if Circle City is included as a system) with customer counts as
follows: Holiday Harbor (226), Lakeside (799), Marina Village (226), Moovalya Keys (553), Parker
Dam (191), Rio Lindo (31) and Circle City (190). Tariffs for Brooke Water have been in effect since
April 1,1994. Tariffs for Circle City Water Co. have been in effect since January 8 1998.

The Recent Brooke Water LLC Onutage

The outage occurred on a Sunday evening around 9:00 p.m. in Patker, Arizona. It initially
affected approximately 50 customers. Mr. Hardcastle first reported the outage to the Commission’s
Consumer Setvices Division on Monday, August 22, 2016, at 1:44 p.m. Two additional leaks
erupted and were reported.

In the morning of August 23, 2016 at 7:09 a.m., Mr. Hardcastle provided an update advising
that Company personnel had again worked through the night repaiting water main leaks. The main
leaks were caused by a high pressute reducing valve failure. The valve was located between four
sections of customers separating upper Lakeside from lower Lakeside. The customers are separated
by various pressute zones because of elevation differences in the setvice areas. A high pressure
reducing valve holds back high pressure on one side of a valve against lower pressure on the other
side of the valve. The Company also reported that two additional leaks had erupted. On Tuesday
evening, August 23, 2016, Staff was advised that the valve was repaired and water was slowly being
introduced back into the lines and that by approximately 10:00 p.m., the lines were fully pressurized.
Water service had begun to slowly return to interrupted customer service sites on August 23rd.
According to the Company, complete pressurization of the system was completed the evening of
August 23rd. Mr. Hardcastle also advised in an email communication to Staff the next morning that
water (non-potable) was delivered to a location in Parker for customers use and bottled water was
also delivered.

Staff Engineer Frank Smaila noted that there had been a total of 5 breaks between Sunday
evening and Tuesday at 1:30 in the morning. The breaks occutred over a three day period (August
21, 2016 thru August 23, 2016). The breaks were in the same general areas in the low elevation area
around the river. ,

3 Annual Reports for year ending 12/31 /2015.
4 Annual Report for Year Ending 12/31/15.
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At the Open Meeting, Mr. Hardcastle stated that on Tuesday morning, after numerous
convetsations with the water operator, Dale Allred, he made the decision to contact other industry
soutces because of the number of items that needed attention. He contacted EPCOR (Lake
Havasu/Bullhead City) to assist in returning customers to service. On August 24* EPCOR made
petmanent repairs during a planned outage lasting about an hour that included rebuilding the
pressute release valve. Mr. Hardcastle then reported to the Commission’s Consumer Section that
the Lakeside watet system was functioning normally. EPCOR should be commended for providing
assistance to a smaller water company when it needed help.

At various times of repair during this period as many as 200 plus customers (and as few as
50 plus customers) were out of service depending on pressure zones repair status and construction
replacement. The Lakeside system has approximately 800 customers with 200 of these customers
on the lower system and 600 on the upper system.

Consumer Services and others at the Commission began receiving calls from customers and
County Officials on August 23* about the outage. They reported that they were having difficulty
reaching the Company personnel to obtain information on the outage. Chairman Little convened a
meeting with a number of agencies on Friday morning, August 26th. The primary purpose of the
meeting was to discuss what went wrong with the communications regarding the outage and the
need to immediately determine that the water was safe to drink. An ADEQ inspector went out on
Friday to test the water to ensure that it was safe to drink. Notification was received from ADEQ
over the weekend that the water was clean and safe to drink.

Appatently, County and Emergency officials had not been contacted about the outage. One
Official indicated that while the outage occurred on Sunday, he did not heat about it until Tuesday.
Further, he heard about it from a customer; not the Company.

Because of the numerous concerns raised regarding water safety, lack of communication and
various other concerns such as the safety of the asbestos piping used in the system; the Utilities
Division Staff was asked to look at these issues and report back to the Commission.

STAFF ENGINEERING, CONSUMER SERVICE AND FINANCIAL FINDINGS
The Brooke Water Plant Facilities -- Engineering Field Inspection Findings

The plant facilities wete field inspected on August 29, 2016 by Staff Engineer Frank
Smaila. Dale Allred, Brooke’s system operations superintendent, accompanied Mr. Smaila on the
site visit. The Engineering Repott is attached as Exhibit A.

Lakeside water system’s main and only water source is the Colorado River. Two 10
horsepower pumps ate utilized to transfer tiver water to two pressure sand filters. Pressure filters

are used to remove solids from the river water. Pressure filter backwash is sent to two 50,000 gallon
lined backwash ponds. The Company owns three storage tanks (1-50,000 gallon, 1 — 100,000 gallon
and 1- 300,000 gallon) in the Lakeside water system. The filtered water is chlotinated and sent to a
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50,000 gallon storage tank. This storage tank utilizes a 25 hotrsepower booster pump to deliver the
chlorinated drinking water to a 300,000 gallon and 2 100,000 gallon storage tank. The tanks and one
pressute reducing valve deliver the drinking water to approximately 800 primarily residential
connections.

Staff determined based upon its field inspection that the mechanical equipment 1s in
good working order and maintained adequately. The exterior of all plant equipment made of steel
has not been adequately maintained. The majority of the distribution system piping is made of
asbestos cement and the safety of the piping was questioned during the Spectal Open Meeting.

Staff Engineer Frank Smaila observed through use of a camera telephoto lens, that the
rust was quite extensive on the 50,000 gallon storage tank with the possibility of rust through to the
tank interior suspect. If the interior has been compromised, contamination could occut.

At the Special Open Meeting, much concern was exptressed regarding the asbestos
cement piping. At the Special Open Meeting, Mr. Smaila indicated that the pipes have been in the
ground since 1962 and are probably getting near the end of their useful life. This type of pipe was
installed in water systems in North America starting in the 1930s until eatly in the 1980s. It was an
affordable non-cotroding alternative to metallic pipes in areas prone to corrosion. Health concerns
often led to the installation of new pipe matetials including metallic or PVC, although there was no
evidence of water-born fiber related illnesses. Asbestos cement piping as of the mid-1990s in Notth
America was as high as 12 to 15 percent of all potable water mains. The Company is subject to
mandatory participation in the Monitoting Assistance Program (“MAP”). However, MAP only
conducts asbestos sampling at the entry point of the distribution system. MAP last analyzed for
asbestos in February of 2013 and the results were nearly non-detect. According to ADEQ the
asbestos sampling frequency for Lakeside is only once every 9 years.

In the Lakeside System, Pressure Reducing Valves are used to reduce the pressure of the
water delivered to customers in low lying ateas. If it were not used, the water pressure in low lying
areas would be well over 100 psi. The Pressure Reducing Valve first failed on August 21, 2016
resulting in the first water line break on Harbor Drive. After four more breaks, the operator noticed
on August 23, 2016 a small diameter copper line, part of the Pressure Reducing Valve, was leaking.
This was repaited and then the operator noticed that the Pressure Reducing Valve was not operating
properly. Mr. Hardcastle took the extraordinaty step of calling EPCOR in to help because of the
number of issues presenting.

The Utilities Division Engineering Section made the following conclusions based upon
the site visit and analysis of information obtained regarding the Brooke — Lakeside’s operations:

a) The Lakeside water system consists of two 10 hp pumps, two pressure sand filters,
two 50,000 gallon lined backwash ponds, one chlorinator, three storage tanks, one




THE COMMISSION
‘September 20, 2016

Page 6

b)

d)

)

h)

)

)

D

booster pump, one pressute reducing valve and a distribution system serving
approximately 800 primarily residential connections.

The Lakeside water system has adequate source production and storage capacity to
serve the present customer base and reasonable growth.

The majority of the distribution system piping is made of asbestos cement.

Dale Allred, the operation supetintendent, supervises the operation of Lakeside
water system and six other water systems and has approximately seven years of
expetience as a certified operator. Mr. Allred does a good job running the water
system and is extremely conscientious but appears to lack experience and knowledge
of Pressure Reducing Valves.

All of Brooke Water Systems, PWS No’s 15-006, 15-010, 15-011, 1527, 15-040, 15-
058 and 07-112, ate in compliance with ADEQ requirements and are currently

delivering water that meets water quality standards required by Arizona
Administrative Code (“A.A.C.”), Title 18, Chapter 4.

The Company is not located within an ADWR Active Management Area and all
Brooke Water Systems are currently not in compliance with departmental
requirements governing water providers and/or community water systems.

According to the ACC Utilities Division compliance data base, the Brooke —
Lakeside System has no delinquent Commission compliance items.

The Company does not have a Curtailment Tariff on file.
The Company has an approved Backflow Prevention Tariff on file with an effective
date of January 13, 1994 when the water system was owned by Consolidated Water

Utlities, LTD.

The 50,000 gallon storage tank has extensive rust and possibly the interior has been
compromised.

The exterior surface of all tanks have sutface rust and degrading paint.

The water loss cannot be calculated due to the Company not measuring the
backwash water utilized.

The 100,000 storage tank was overflowing drinking water contributing to overall
water loss.
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n) The Lakeside water system expetienced setvice interruptions from five separate
water line breaks over a three day period (August 21, 2016 through August 23, 2016.)

Circle City Plant

According to the 2015 Annual Report, the Circle City water system consists of one 75 gpm
groundwater well, four storage tanks (totaling 125,000 gallons), two 10 hp booster pumps, and one
5,000 gallon pressure tank, one chlorinator and a distribution system serving approximately 186
customers. The system is located in Maticopa County and is self-sustaining and does not purchase
water from another water system. Dale Allred is the certified operator.

According to the Maricopa Environmental Services Department (“MESD”) Compliance
Status Report, dated September 7, 2016, MESD reported that Public Water System (“PWS”) No.
07-112 is in compliance with MESD requirements and is cuttently delivering water that meets
water quality standards required by Arizona Administrative Code, Title 18, Chapter 4.

The water system is not located within an ADWR Active Management Area. Staff
received Water Provider Compliance Status Repotts dated September 1, 2016, in which ADWR
reported that the water system is currently not in compliance with departmental requirements
governing water providers and/or community water systems. ADWR states that “No Record of
Submission for 1st Update of their System Water Plan” has been provided as required.

Customer Service and Outages -- Consumer Service Section’s Findings

Staff looked at the complaint history of Brooke and Citcle City and the number of
unplanned outages which occurred in the last year, as well as the Company’s handling of the outage
in August, 2016.

Brooke’s complaint history from 2005 through 2016 is contained in Attachment B at pages
14-15. Complaints filed with the Commission have gone from a high of 40 in 2012 to 20 in 2016.
Complaints in Circle City have gone from a high of 13 in 2012 to zero in 2016. Of the 20
complaints filed in 2016 for Brooke, the top issues were billing, outages and customer service.

The Company also provided its call center statistics for January through August of 2016
which can be found on pages 17-21 of Exhibit B. The Company’s call center categorizes the calls
into one of the following 11 categories: 1) setvice on request; b) close account (setvice off); )
statement and payment inquiry/bill copy; d) meter re-read request; €) payment arrangement; f) leak
repott; g) water service interruption/conservation; h) customer account inquiry; 1) credit and
payment process; j) disconnections related and k) other.

With respect to outages, in addition to the service interruptions and outages experienced
during the event in August, 2016; Brooke has had 4 other unplanned outages and Circle City has
had 1 unplanned outage in 2016. The cause of the other four unplanned outages in Brooke were to
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repair emergency leaks. Most were 2-3 hours in duration. The number of customers affected was
from 15-150. See pages 33-36 of Exhibit B.

With respect to the August incident involving the Lakeside system, notification could have
and should have been handled more efficiently. The Consumer Setvices Division’s Report is
attached as Exhibit B. Customers that had provided their email addresses, if updated, received
notices and updates. If a customer did not registet his email address, he did not receive a notice or
update.

Notifying County Officials, the Arizona Department of Environmental Quality (“ADEQ”)
and others was clearly overlooked.

Staff had difficulty reaching Mr. Hardcastle multiple times throughout the outage. The La
Paz County Sheriff’s office called to see if we could contact Mr. Hardcastle or provide a number.
King Clapperton, a La Paz County Supetvisor, advised that he was also unable to reach Mr.
Hardcastle. The Staff had the same telephone numbers the County Officials were using. Staff
agreed to get their messages to him if Staff was able to make contact. Later, Staff learned that at no
time was Mr. Hardcastle in the Parker atea during or after the outage.

Consumer Services began receiving calls Tuesday afternoon, August 23rd. Some customers
did not want to be identified and thus the Staff agreed not to include their names in the
Commission’s database.

Financial Fitness of Brooke and Circle City

Brooke has not filed a rate request since the early 1990s. The Commission’s Revenue
Requirements and Audits Section looked at various financial indicators to gauge the continued
financial fitness of the Brooke Water and Circle City Water Companies. The Division also looked at
a history of certain financial parameters for all of the Companies managed by Mr. Hardcastle over
the years. The Revenue Requitements and Audit’s Section Reportt is attached as Exhibit C.

Brooke Water’s last request for a rate increase was in 1991 which was prior to Robert
Hardcastle’s putchase of the Company. The financial analysis shows that in general Brooke has
consistently reported strong Net Income levels for all years during the review period (1999-2015).
Total revenues have stayed relatively flat during this entire petiod and total net plant in service has
dropped slightly (from $865,213 recorded at the end of 1999 to $662,003 recorded at the end of
2015. This indicates that only small additions have been made to plant during this 15 year period.

The annual cost-of service utilized to set the Company’s rates included 2 recurring level
of annual repairs and maintenance expense of $267,309; however actual repairs and maintenance
expense has been substantially below this level. For imstance, in 2015, reported repairs and
maintenance expense were $89,508.00
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Brooke Water reported Net Income in excess of $300,000 in 2015 on a remaining rate
base of approximately $662,003. Based upon Staff’s cursory review, the Brooke Water System
appears to be over-earning. The Company is considering filing a rate case sometime within the next
5 years.

Circle City has not filed a rate case since the 1990s. It has routinely reported
substantial Operating Losses during the same approximately 15 year period (e.g., ($92,138) in 2015).
Total reported revenues were relatively flat during this period of time. The data also suggests that
relatively substantial investments were made in plant-in-setvice in 2008 and perhaps again in 2012.

History of the Company’s Management of Other Arizona Water Companies

The Utilities Division was also asked to look at the management of affiliated companies in
Arizona and issues that may have arisen.

At the Special Open Meeting, Mr. Hardcastle stated that he has been in the water business
for 25 years. Duting that time he stated that he has had 11 different companies, 43 different water
systems, and responsibility for 11,000 customers. In reviewing the history of water companies
owned by BUI in Arizona, BUI has purchased companies that were in financial distress
(Consolidated) and suffered from vatious problems, predominantly those associated with water
shortages. He acquired several, including Brooke and Cizcle City, in an auction conducted as part
of a Chapter 11 bankruptcy proceeding involving Consolidated Utilities.

Several others, including what later became the reorganized Payson, Tonto Basin, Navajo,
Strawberry and Pine companies, were purchased at a time when the companies had outstanding
Orders to Show Cause with customers expetiencing billing issues, water service issues and water
shortages. See Decision No. 58779. Pror to BUI taking over from the previous owner, Rich
Williamson, the systems wete in a deteriorating state. Following is a short history of the companies
affiliated with BUI and Brooke.

Pine Water Company and the Strawberry Water Company

Pine provides water service to approximately 2,000 customers’ in Pine Arizona, an area
located 15 miles northwest of Payson in Gila County, Arizona. The Strawberry Water Company
provides water service to approximately 1,079 customers in Strawberry, Arizona. ¢ Pine in
particular suffered from a myriad of troubles before it was putchased by Mr. Hardcastle and
Brooke Utlities in 1996. The territory setved by Pine was subject to water shortages, where
groundwater is the primary source of water. Pine Watet’s service area was susceptible to
shortages in dry years and during the summer months when demand was highest. Various
decisions of the Commission, Decision Nos. 56539 (July 12, 1989), 56654 (October 6, 1989),
57047 (August 22, 1990), and 59753 (July 18, 1996), imposed a moratorium, and prohibited

5 See Annual Report for year ending 12/31/08.
6 See Annual Report for year ending 12/31/08.
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additional main extensions with some slight modifications in the later decisions to allow a
limited number of new service connections under certain conditions.

It appears that BUI invested substantial capital ($1.2 million) in the Pine and Strawberry
Water Companies to improve their operational efficiency and to augment theit water supply.
His most significant improvement was “Project Magnolia,” an eight-inch, 10,300 foot long water
pipeline connection from the Pine Water system to the Strawberry Water Company. It can
transport more than 700,000 gallons of water daily from Strawberry (where groundwater 1s more
plentiful) to Pine or vice versa. New wells were drilled by both Companies and storage capacity
was added to both systems. In addition the Company also represented that it recaptured water
by repairing leaking infrastructure and more than 700 leaks in the combined System areas. The
Companies also replaced non-functioning meters (approximately 400) in the combined service
areas. The improvements were such that the application of Pine for modification of the
moratoria on new service connections and main extensions was approved subject to certain
conditions.

Pine filed a rate case in 2003 and the Commission approved a settlement agreement with
modifications. During this case, the issue of lack of timely responses to customets came up.
The process required customers to call a 1-800 number to report leaks. It was reported that it
often would take hours if not days before a service person was dispatched to repair reported
leaks. When the Company’s actions were compared to its guidelines, the Commission noted that
the policy described in the Company’s written guidelines was not being followed consistently.
Decision No. 67166 also noted that calls to the call center in California ate often dropped o,
even if the caller gets through to an opetatot, responses to reported leaks are not investigated in
a prompt mannet.

In Decision No. 67166 the Commission found:

We believe that it is incumbent upon a public service corporation to be
responsive to customer inquiries of all types, but especially in situations
where leaks ot outages are reported that have the potential to jeopardize the
health and safety of the customets setved by the utility. The Commission
recognizes that Pine Water has a customer setvice problem.

The Commission also noted in that decision that Brooke Utilities call center employees have
no customer service training. Various remedial measures were otdered, including implementation of
improved customer setvice procedures, personnel training, response times and reporting
requirements.

As discussed eatlier, the assets of both Companies were subsequently condemned and
acquired by the Pine-Strawberry Water Improvement District. The Final Otdets of Condemnation
were entered by the Yavapai Superior Coutt on October 6, 2009. An ad taken out in a local
newspaper by customers in support of the condemnation stated that there had been inadequate
investment and referted to poor customer relations and poor billing clarity. M. Hardcastle
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responded in a letter expressing his belief that customers were dissatisfied with the curtailments that
had occurred.

Payson Water Company, Tonto Basin Water Company and Navajo Water Company

Payson Water is located in the Payson area of Gila County and consists of nine
independent water systems including Mead’s Ranch, East Verde FEstates, Flowing Springs,
Geronimo, Mesa del Caballo, Star Valley/Quail Valley, Whispering Pines, Star Valley and Deer
Creek Systems. In 2005, the systems served approximately 4,100 customers. Payson Water was
plagued with a history of water shortages as well. BUI acquired United Utilities in 1996. In 1998,
the Company filed an application for a Curtailment Order and a moratorium on new connections,
line extensions and an emergency intetim rate increase. The Company was experiencing numerous
issues, most importantly water shottages. On July 6, 1998, the Commission’s Utilities Division had
received a petition signed by a significant majority of the customers of Mead’s Ranch complaining of
continual water outages and what was termed “an inadequate water delivery system” and that
United’s parent corporation, BUI had failed to address the problem after acquiring United in 1996.
The Commission noted that, in the capital plan presented by the Company, no allowance was made
for either well improvement or the cost of a new well to increase water production At the time,
Mead’s Ranch had only one 800 foot deep well in use since 1956 which could not meet demand.
The Commission’s Order stated that the well was producing approxtmately 77 gallons of water per
customer per day which was inadequate to serve the ten to twenty customers who were full time
residents at the time. Additionally, it was brought out that Mead’s Ranch was unmetered. In 2004,
Brooke filed a curtailment plan tariff which was approved by the Commission in Decision No.
67821.

Payson filed an application for the emergency implementation of a water augmentation
surcharge or emetgency rate tariff due to water shortages on its Mesa Del Caballo System in 2010.
The Company claimed that it could no longer augment the water supply for this system and in 2009
it states that it absorbed $59,137 in water hauling costs for the system. The emergency water
augmentation surcharge tatiff was approved on September 28, 2010 in Decision No. 71902.
Water shortages, turn-offs and augmentation charges in its various systems also spawned a host of
formal complaints.  Payson was one of the Companies sold to J.W. Holdings in 2013 pursuant to
a confidential Stock Purchase Agreement.

Navajo provided water setvice in the vicinity of Show Low, Navajo County, Arizona.
Navajo had three separate systems: 1) Chaparral Pines System, 2) the Laguna Estates System, and 3)
the Summer Pines System. Navajo was acquited by BUI in a stock purchase wherein Brooke
acquired the outstanding stock of Richard S. Williamson in United Utiliies. Navajo filed for a
permanent rate increase in February 24 1999, which was granted in Decision No. 62631 dated
March 6, 2000. E-Docket shows applications for a curtailment tariff, water augmentation tariff and
cross-connect tariffs; suggesting that water shortages were also an issue. There was nothing
remarkable in E-Docket with respect to BUI’s management.

Finally, Tonto Basin had an active Ordet to Show Cause (OSC) pending prior to the time it
was acquited by BUI in 1996. The Complaint alleged that the prior owner had: 1) failed to pay APS
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electric bills violating A.R.S. Section 40-361(B); 2) failed to file main extension agreements with the
Commission for approval, violating A.A.C. R14-2-406(M); 3) failed to make approptiate refunds of
advances paid under main extension agreements, violating R1 4-2-406(D) and (M); 4) failed to accrue
interest to customers deposits, violating A.A.C. R14-2-403(B)(3); 5) failed to credit deposit interest
to customer bills annually, violating A.A.C. R14-2-403(B)(4); failed to refund customer deposits after
the customers established a twelve month “good payment” history, violating A.A.C. Ri4-2-
403(B)(5); 6) failed to obtain Commission for the transfer of the Portal TV well, violating A.R.S.
Section 40-285; 7) failure to provide adequate, efficient and reasonable service by not following
proper customer deposit procedures, violating A.R.S. Section 40-361(B); and 8) failed to provide
adequate, efficient and reasonable service by transfetring a well asset violating ARS. Section 40-
361(B). The Commission dismissed the Complaint after BUI provided documenting demonstrating
that all issues had been resolved.

Thereafter, a scan of e-Docket indicates that this Company’s history under BUI appears to
be largely unremarkable. There were applications filed for curtailment tariffs, water augmentation
fees and other similar items suggesting that water shortages may have been an issue for the
Company. Tonto Basin was one of the companies sold to J.W. Holdings in 2013 pursuant to a
Stock Purchase Agreement.

IV. STAFF ANALYSIS

Neither Brooke not Citcle City suffer from frequent water shortages which have plagued
several of the other companies managed by Mr. Hardcastle in Arizona. However, like other systems

he has managed, the plant in service is older and the asbestos piping is nearing the end of its useful
life.

From an operational perspective, Staff Engineer Smaila reported that the mechanical plant
for Brooke is in good opetating condition. He also reported that the System Managet/Operator was
proficient in his duties; although he lacked sufficient training in Pressure Reducing Valve operation
and repair.

Financially, despite the fact that he has not been in for a rate case in many years, Brooke
shows strong financial performance. However, some expense levels approved in the last rate case
are considerably out of date suggesting a need for a rate review. Circle City has been operating at 2
loss for this same time period suggesting that the company should come in for a rate adjustment.

The Brooke and Circle City Companies’ unplanned outage repotts to the Commission do
not suggest anything out of the ordinary. However, the August 2016 outage was more setious and
probably the most serious outage in Brooke’s history under Mr. Hardcastle’s management. That
outage underscores the need for substantial improvement in several areas including plant
maintenance and repait, emergency reporting and customer responsiveness.

At the Special Open Meeting, concetns wete raised about billing, lack of communication and
rudeness at the Company’s Customer Service Center.
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Staff’s analysis reveals that the source of these issues is multifaceted. Brooke faces a greater
than normal risk of communication challenges during an outage because the manager member, Mr.
Hardcastle, resides/works in California, the existing call center is located in Costa Rica, and the local
operator is located in Parker. The Company primarily relies upon e-mail communications between
the manager, the call center, and local operator. If any of these are not on e-mail for a period of
time, communications will not be timely read and acted upon. This is exacerbated by Mr.
Hardcastle’s reluctance to provide a cell phone contact, either his personal or second cell phone.

Mr. Hardcastle is rarely in Arizona either to visit the companies he manages or to meet with
County officials and customers. He was trying to manage the 3 day outage from a remote location
in California while he was on a vacation which began prior to the outage..

During the outage, Mr. Hardcastle did not reach out to county and emergency personnel.
One County official stated that the outage took place Sunday evéning and he did not hear of it until
Tuesday afternoon from a constituent. Not all customers were notified of the outage and given
regular updates. Emergency management stated at the Special Open Meeting that they cannot do
their part without everyone being informed. Another County official at the Special Open Meeting
indicated that the problem with poor communications has been ongoing since Brooke took over the
system.

This communications breakdown also manifested itself in the Emergency Operations Plan
which the Company has put in place pursuant to ADEQ requirements. Mr. Hardcastle revised
Brooks’ EOP on August 29™ to address deficiencies in the prior EOP. While the Plan calls for
communications with and by the Company’s President under certain levels of conditions, Mr.
Hardcastle was not available at either the e-mail or phone numbers listed in the EOP.

The Company either failed to do immediate follow-up testing of the water to ensure it was
safe or simply failed to inform the Commission and others that it had been done; so people were left
wondering if the water was safe to drink. In the absence of any communication from the Company
on the safety of the water, the Commission asked ADEQ to go out and test the water. The
Company also failed to arrange for bottled water and non-potable water hauling and instead the
County provided these services.

Finally, an informal Complaint was also recently filed in July, 2016 with the Commission’s
Consumer Services Section regarding a dispute about an easement. Brooke claims an easement fora
high pressure water main which apparently runs across an individual’s property. However, the
easement was apparently not recorded.  Brooke Lakeside’s predecessor water company ownets
apparently installed a high pressure water main down the middle of the two parcels following the
propetty line, according to Mr. Hardcastle. The two adjoining property parcels affected were at one
time owned by different parties. The complainant bought the interest of the other parcel and now
wants to build a structute across both parcels but the high pressure water main would be below the
proposed structure. Mr. Hardcastle and the customer have apparently discussed several options
including relocation of the main to the north side of the two patcels. The parties have not reached
any agreement yet on what can be done. While such property disputes are normally under the
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jurisdiction of the Superior Coutt, as an initial step, Staff believes that the Company should map the
existing location of the underground high pressure water main on the affected parcel.

STAFF RECOMMENDATIONS
Staff believes the following recommendations will assist the Companies in resolving existing
compliance issues and remedying existing operational consumet service concerns. Staff has spoken

to Mt. Hardcastle, the managing member of the Companies, about these recommendations.

System, Operational and Engineering Recommendations
The Company should be required to (for Brooke unless otherwise indicated):
a) Contact ADWR to discuss a path to becoming immediately compliant with
departmental requirements governing water providers and/ot community water
systems. (This applies to both Brooke and Circle City).

b) File an application for a Curtailment Tariff with the Commission.

9 Refile the Backflow Prevention Tariff utlizing the revised Cross
Connection/Backflow Tanff form.

d) Repair the rusted areas of the 50,000 gallon storage tank and inspect the tank
interior.

e) Recoat the interior of the 50,000 gallon storage tank with National Sanitation
Foundation approved coating if the tank intetior has been compromised.

f) Adjust or repair the altitude valve controlling flow to the 100,000 gallon storage tank
to stop the water loss through the tank overflow piping.

2 Hire a trained technician to perform whatever is required to eliminate water loss at
this location, if the operator is unable to adjust or repair the valve.

h) Provide means to train the operatots in PRV diagnostics and repair.

1) Recondition the extetior surface of all tanks and develop a schedule for tank
maintenance.

) Sample the drinking water at several locations in the distribution system to assess

the safety of continued utilization of the current asbestos-cement piping.
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k) Install 2 meter on the backwash piping as soon as practical so that the water loss may
be determined.

Consumer Service Recommendations
The Company should be required to (for both Brooke and Citcle City)

a) Utilize the new Outage Reporting Form on the Utilities Division website for future
outages.

b) Immediately notify not only the Commission, but the County Sheriff’s Office, the
County Office of Emergency Management, the County Board of Supervisors, (Other
County Officials?), the Arizona Department of Environmental Quality, when an
outage occurs as per the revised Emergency Operation Plan.

o) Include an Outage Message to all who call the Call Center of the outage and ensure 1t
is updated as needed.

d) Conduct an outreach effort to obtain email addresses for a more timely notification
to as many customers as possible.

e) Immediately schedule a customer service training program for Service Center
employees with a set of metrics commonly used to assess service center
performance. The Company shall chose among the metric in Exhibit D and provide
Staff with targets, implementation dates and reporting requirements.

f) Development of a Company website where customers can obtain information.

2 Conduct an extensive outreach effort at least twice a year with city and county
officials and customers to discuss communication, service quality and ideas for
improvement.

h) Obtain a second cell phone for Mr. Hardcastle for business use and provide that

phone numbert to officials mentioned in the Emergency Operations Plan (and any
other designated individuals). The phone should have the ability to monitor emails
and have other applications that might improve communication at critical times

1) During an outage of a magnitude similar to the August outage, Mr. Hardcastle shall
commit to be present on-site or to have an individual who is authorized to make

decisions 1n his absence.
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) Periodically update its Emergency Operations Plan approved by ADEQ on August
29, 2016 to include such things as a phone number and e-mail address for the
Companies at which Mr. Hardcastle can be reached.

k) Make good faith efforts to resolve the easement dispute which is cuttently pending
as an informal complaint; and map the Company facilities in the affected parcel.

Recommendations Regarding Financial Fitness
The Company should be required to (for both Brooke and Circle City):

a) File a System Improvement and Budget Plan with the Staff for review and input.

b) File a rate case by June 1, 2018, for both Brooke and Circle City with a test year
ending not later than December 31, 2017. Compliance of the achievement of items
herein shall be assessed in the Companies’ rate cases.

CONCLUSION

Staff recommends that the Commission adopt the remedial measures recommended above
ot the Brooke Lakeside System and the City Circle Water Co. (as expressly noted).

i ~ TR e ;"//\‘? (‘ N
Ny
\\v,j - -
! Thomas M. Broderick

Director
Utilities Division

TMB:nr\MAS

ORIGINATOR: Thomas M. Broderick
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On this 20th day of Septembet, 2016, the foregoing document was filed with Docket Control as a
Utilities Division Memotandum & Proposed Otrder, and copies of the foregoing were mailed on
behalf of the Utilities Division to the following who have not consented to email service. On this
date or as soon as possible theteafter, the Commission’s eDocket program will automatically email a
link to the foregoing to the following who have consented to email service.

Mz. Robert Hardcastle

Brooke Water Company, LL.C
Citcle City Water Company, LLC
Post Office Box 82218
Bakersfield, California 93380

Mzr. Thomas M. Broderick
Directot, Utilities Division
Arizona Corporation Commission
1200 West Washington Street
Phoenix, Atizona 85007

Ms. Janice M. Alward

Chief Counsel, Legal Division
Arizona Corporation Commission
1200 West Washington Street
Phoenix, Atizona 85007

Mr. Dwight Nodes

Chief Administrative Law Judge, Heating Division
Arizona Cotporation Commission

1200 West Washington Street

Phoenix, AZ 85007

By: K\/Z.ébfl/l/{_()ﬁd > =
Nanisha Ross
Administrative Support Specialist
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MEMORANDUM

TO: Connie Walczak
' Public Utilities Consumer Program Manager
Utilities Division
FROM: Frank M. Smaila
‘ Utilities Staff Engineer
Utilities Division
DATE: - September 9, 2016
RE: Brooke Water, LLC — Lakeside Water System (Setvice Interruptions)
INTRODUCTION

On August 26, 2016, Utilities Division Staff (“Utilities Staff” ot “Staff”) was informed that
Brooke Water, LLC — Lakeside Watet System (“Lakeside” or “Company”) had several setvice
interruptions beginning on August 21, 2016. Engineering Staff was instructed to inspect the water
system and report findings to the Commissioners during a Special Open Meeting held on August 29,
2016 at 4:00 PM. Staff vetbally reported the site inspection findings and after hearing additional
testimony from the Company and customers, Staff was instructed to provide a written evaluation of
the water system and present findings at the Octobet open meeting. This Memorandum constitutes
Staff’s evaluation of the Lakeside water system.

DESCRIPTION OF THE WATER SYSTEM

The plant facilities were field inspected on August 29, 2016, by Staff Engineer Frank Smaila
in the accompaniment of Mr. Dale Allred water system operations supetintendent. Lakeside water
system main and only water source is the Colorado River. Two 10 horsepower. (“hp”) pumps ate
utilized to transfer river water to two pressure sand filters.! Pressure filtet backwash is sent to two
50,000 gallon lined backwash ponds. The filtered water is chlorinated and sent to a 50,000 gallon
storage tank. This storage tank utilizes a 25 hp boostet pump to deliver the chlotinated drinking
water to two storage tanks’ and one pressure reducing valve (“PRV”) which then delivers the
drinking water to approximately 800 primarily residential connections. Water main information
shown in Table 1 was acquired from the Company’s 2015 Annual Report. . The majotity of the
distribution system piping is made of asbestos cement (“AC”). A system schematic is shown as

Figure 1.
Table 1. Water Mains
Size - 2-inch * 3-inch  4-inch ~ 6-inch 8-inch
‘Material AC AC &PVC AC AC & DIP PVC
Leggg, ft 2,300 3,900 22,125 19,400 5,150

Note: Asbestos Cement (*AC”), Polyvinyl Chloride (“PVC”), Ductile Iron Pipe (“DIP”), Feet (“ft).

! Pressure filters are used to remove solids from the fiver water.
21-300,000 gallon and 1-100,000 gallon storage tanks.

[ —
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STAFPF’S ANALYSIS

Based on the available water use data, reported by the Company in its 2015 Annual Report,
Staff concludes that the Lakeside water system has adequate soutce production and storage capacity
to serve the present customer base and reasonable growth. It is Staffs opinion that the mechanical
equipment is in good working order and maintained adequately. It is also Staff’s opinion that the
exteror of all plant equipment made of steel has not been adequately maintained (See Other Issues
Section for more detailed discussion). The majority of the distribution system piping is made of
asbestos cement and the safety of the piping was questioned during the Special Open Meeting (See
Other Issues Section for more detailed discussion). Mr. Allred supervises the operation of seven
water systems and has approximately seven yeats of experience as a certified operator.® It is StafPs
opinion that the Lakeside Water System operator, Mr. Allred, does 2 good job running the water
system and is extremely conscientious but lacks expetience and knowledge of the PRV which is an

integral part of the distribution system (See Othet Issues Section for more detailed discussion).

According to the Company the service interruptions were from five separate water line
breaks over a three day period (August 21, 2016 thru August 23, 2016). Table 2 provides a
breakdown of the water line breaks. ’

Table 2. Time Table of Water Line Breaks

Water -
Line | Locationof | VLB WLB :
Repair Repair Comments
Break WLB ol : .
(“WLB") 3 ngan | Completed B
L .| 8/21/16@ | 8/22/16 @ WLB was isolated, 50 connections
No.1 | Hatbor Drive | “g o s 7:00 AM were effected. ,
. ) 8/22/16 @ | 8/23/16 @ | Operator believes this WLB happened
No.2 | MatinaLoop | 050" F | 900 PM the same time as the 1%,
. All connections had setvice @ 7:00
Commercial | 8/22/16 @ | 8/22/16 @ ; .
No. 3 Drive 1:30PM | 400PM | TMescept COT:OCSOQS on Marina
| 8/22/16 @ | 8/23/16 @
No.4 | HaborDrive | "o o) 5\ ™ | 1200 PM
: ] ] Non-Potable water was made available
Marina View | 8/23/16 @ | 8/23/16 @ | " : _
No. 5 Drive 1:30 AM 4:00 PM from LaPaz CltyI:)l\IZ 8/23/16 @ 5:00

3 Brooke Water, LLC also has an addition operator, Mr. Rick Romine. Mz. Romine has been a cestified operatot for 15
yeats.
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Operator noticed PRV leaking thru
small copper piping. Fixed leak and
Pressure cleaned out PRV (rust found inside).
Reducing 8/623 ({ i)GM@ 8/92§ ({ ;6M@ Slowly introduced watet to PRV bth
Valve ) ’ no change of pressure from high
. pressure side to low. EPCOR was
o called soon thereafter.
EPCOR EPCOR diagnosed issue with PRV and
Repaired 8/24/16 @ | 8/24/16 @ replaced diaphragfn. Water service
PRV 9:00 AM 11:30 AM | restored to all Lakeside connections on
8/24/16 @ 11:30 AM.

ARIZONA DEPARTMENT OF ENVIRONMENTAL QUALITY

(“ADEQ")
COMPLIANCE

Staff received ADEQ Drinking Water Compliance Status Reports dated September 7, 2016,
in which ADEQ reported that the Brooke Water Systems, Public Water Systems (“PWS”) No. 15-
006, 15-010 (Lakeside), 15-011, 1527, 15-040, 15-058 and 07-112, are in compliance with ADEQ
requirements and are currently delivering water that meets water quality standards required by
Arizona Administrative Code, Title 18, Chapter 4.

ARIZONA DEPARTMENT OF WATER RESOURCES (“ADWR”) COMPLIANCE

. The Company is not located within an ADWR Active Management Area. Staff received
Water Provider Compliance Status Reports dated September 1, 2016, in which ADWR teported that
all Brooke Water LLC Water Systems were currently not in compliance with depattmental
requirements governing water providers and/or community water systems. Table 3 shows results of
the information provided by ADWR. Staff recommends that the Company contact ADWR to
discuss how the Company can become compliant with departmental requirements goverming water

providers and/or community watet systems.

Table 3. ADWR Compliance

ADWR

Public Water System Name & Number

. Circle | Moovalya . Marina | Patker Rio Holiday
‘S:°T£“1‘,‘:‘OY wawe |Gty Keys | 2%%® | Vitace | Dam | Lindo | Harbor
ystem Frogr 07-112_| 15006 | 15010 | 15011 | 15027 | 15-040 | 15-058
Annnual report filed Comuliant Non- Non- Non- Non- Non- Non-
on-time® P Compliant | Compliant | Compliant | Compliant | Compliant | Compliant
System Water Plan Non- - . . . . . .
filed on-time® Compliant Compliant | Compliant { Compliant | Compliant | Compliant | Compliant

4 The Community Water System Program is the only ADWR program that is applicable to the Brooke Water LLC.
5 If marked non-compliant. ADWR states “No Record of Submission for 2015 Annual Water Use Report”.
¢ If mairked non-compliant. ADWR states “INo Record of Submission for 1%t Update of their System Water Plan”.
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ACC COMPLIANCE

On September 6, 2016, the Utilities Division compliance database showed that the Company
had no delinquent ACC compliance items.

OTHER ISSUES

1. Curtailment Tariff

The Company does not have a Curtailment Tariff on file. Staff recommends that the
Company file an application for 2 Curtailment Tariff. The Curtailment Tariff application can be

found at http:/ [www.azcc.gov/divisions /utilities /water/ forms.asp.

2. Backflow Prevention Tariff

The Company has an approved Backflow Prevention Tariff on file with an effective date of
January 13, 1994, when the water system was owned by Consolidated Water Utilities, LTD. Staff
tecommends that the Company submit an updated Backflow Prevention Tariff utilizing the revised
Cross Connection/Backflow Tariff form.” The revised Cross Connection/Backflow Tariff form can

be found at http:/ [www.azcc.gov/divisions /utiliies /water / forms.asp.

3. Storage Tank-Rust

The Company incorporates three storage tanks (1-50,000 gallon, 1-100,000 gallon and 1-
300,000 gallon) in the Lakeside water system. The 50,000 gallon unit located at the primary plant
yard showed visible rust at the top of the tank. On closer inspection, with the Staffs camera
telephoto lens, the rust seem to be quite extensive and the possibility of rust through to the tank
interior is suspect and thus the interior integtity compromised. If the storage intetior has been
compromised the tank is no longer watertight which could allow enttee of birds, animals, insects and
excessive dust and contaminating and/or quality deterioration of the drinking water system. Staff
recommends that the Company repair the rusted areas of the 50,000 gallon stotage tank and inspect
the tank intetior. If the tank interior has been compromised, Staff further recommends that the
Company recoat the intetior with and National Sanitation Foundation approved coating. Photos 1
and 2 show some of the rusted areas of the 50,000 gallon storage tank.

4. Storage Tank-Overflow

Staff observed that the 100,000 gallon storage tank was overflowing drinking water. It is
unknown how long the water has been overflowing the tank. At any rate, this overflow attributes to
overall water loss. Water flows from the 50,000 gallon storage tank to the 100,000 gallon storage
tank by boostet pump. - The water elevation in the 100,000 gallon tank is controlled by an altitade
valve. The altitude valve controls the high water level in reservoits without the need for floats ot
other devices. It is a non-throttling valve that remains fully open until the shut-off point is reached.
Staff recommends that the Company adjust or repair altitude valve controlling flow to the 100,000
gallon storage tank to stop the water loss through the tank overflow piping, If the operator is

7'The Cross Connection/Backflow Tariff form was revised April 3, 2008.
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unable to adjust or repait the valve Staff further recommends that the Company hire a trained
technician to preform whatever is required to eliminate water loss at this location.

5. Pressure Reducing Valve (‘"PR1V)

All drinking water is distributed from the 50,000 gallon storage tank which resides at a high
elevation. The PRV is utilized to reduce the water pressure delivered to customers in low lying
areas. If the PRV was not utilized the water pressure in the low lying ateas would be well over 100
psi. Itis surmised that the PRV failed on August 21, 2016 resulting in the fitst watetline break on
Harbor Drive. After four more waterline breaks occurred the operator noticed, on August 23, 2016
at 4:00 PM, that a small diameter copper line, that was patt of the PRV, was leaking. This line was
repaired along with cleaning out the valve interior and the opetator slowly introduced water to the
PRV. During this process the operator noticed that the PRV was not operating propetly. So instead
of possibly incurring more waterline breaks due to high pressure the operator choose to curtail
setvice to that part of the distribution system served by the PRV. It is Staff’s understanding that at
that time, approximately 9:30 PM, a call for assistance had gone out to other water companies.
EPCOR sent a specialist to the site the next morning and had the PRV repaired and operating at
11:30 AM. At that time the effected waterlines were flushed and chlotinated. Drinking water was
reintroduced to the affected areas shortly after chlorination.

Since the PRV is an integral part of the water system it is imperative that the operators have
knowledge of the operation of the PRV. Staff recommends that the Company provide means to
train the operatots in PRV diagnostics and repair.

6.  Plant Equspment Maintenance

Staff observed that the exterior surface of the air tank, storage tanks and both pressure sand
filter tanks have areas of surface rust. Surface rust itself is not an issue but it points to the fact that
the tanks have not been maintained which has allowed the surface rust and mote extensive rust on
the 50,000 gallon storage tank to occur. Staff obsetved that the paint on all tanks has greatly
degraded and is in need of repainting. Staff recommends that the Company recondition the extetior
sutface of all tanks and develop a schedule for tank maintenance.

7. Asbestos Cement Pipe (“AC”)

During the Special Open Meeting a Brooke Water, LLC customer questioned the safety of
utilizing asbestos cement piping in the drinking water system. AC pipe has been installed in watet
systems in North America starting in the 1930s and up until the early 1980s, mainly as an affordable,
non-corroding alternative to metallic pipes in areas prone to cotrosion. Health concerns associated
with the mining, installation, removal, and disposal of asbestos products ended the selection and
installation of new AC pipe, although there was no evidence of water-born fiber related illnesses.
Estimates of the current level of AC pipe inventory still in operation (as of the mid-1990s) in North
America were as high as 12 to 15 percent of all potable water mains.®

8 AC inventory as of mid-1990’s from 2013 Water Research Foundation.
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~ The Company is subject to mandatoty participation in the Monitoring Assistance Program
("MAP").° MAP only conducts sampling at the entry point of the distribution system (“EPDS”).
According to ADEQ the asbestos sampling frequency for Lakeside water system is once every 9
years. MAP last analyzed for asbestos in February of 2013 and the results were nearly non-detect.
Staff recommends that the Company sample the drinking water at several locations in the
distribution system to assess the safety of continued utilization of the current asbestos-cement

piping.
8. Water Loss

In the Company’s annual report, both past and present, the Company did not provide the
amount of gallons pumped from the Colorado River and thus the water loss calculation cannot be
determined. According to the operator, the gallons pumped cannot be determined because the water
used for backwashing the pressure sand filters does not incorporate a meter indicating the amount
of backwash water utilized. Staff recommends that the Company install a meter on the backwash
piping as soon as practical so that the water loss may be determined.

CONCLUSIONS

Based upon Staff’s site visit and analysis of information obtained tegarding the Company’s
operations, the Engineering Division makes the following conclusions that:

1. Lakeside water system’s main and only watet source is the Colorado River. The
watet system consists of two 10 hp pumps, two pressure sand filters, two 50,000
gallon lined backwash ponds, one chlorinator, three storage tanks, one booster
pummp, one pressure reducing valve and a distribution system serving approximately
800 primarily residential connections.

2. The Lakeside water system has adequate soutce production and storage capacity to
setve the present customer base and reasonable growth.

3. The mechanical equipment appears to be in good working order and maintained
adequately. :

4. The majority of the disttibution system piping is made of asbestos cement.

5. Mr. Dale Allred, Brooke Utilities, Inc. operation supetintendent, supervises the
operation of Lakeside water system and six other water systems and has
approximately seven years of expetience as a certified opetator. It is StafPs opinion
that Mr. Allred does a good job running the water system and is extremely
conscientious but appeats to lack experience and knowledge of the pressure reducing
valve.

9 Participation in the MAP program is mandatory for water systems, which serve less than 10,000 petsons
(approximately 3,300 service connections).
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6. The Lakeside water system experienced service interruptions from five separate
water line breaks over a three day period (August 21, 2016 thru August 23, 2016).

7. All of Brooke Water Systems, PWS No’s 15-006, 15-010, 15-011, 1527, 15-040, 15-
058 and 07-112, ate in compliance with ADEQ requirements and are currently
delivering water that meets water quality standards required by Atizona
Administrative Code, Title 18, Chapter 4.

8. The Company is not located within an ADWR Active Management Area and all
Brooke Water LLC Water Systems ate currently not in compliance with depattmental
requitements governing water providets and/or community water systems. '

9. According to the ACC Utilities Division compliance database, the Company has no
delinquent Commission compliance items.

10.  The Company does not have a Curtailment Tariff on file.

11. The Company has an approved Backflow Prevention Tariff on file with an effective
date of January 13, 1994 when the water system was owned by Consolidated Water
Utilities, LTD.

12. The 50,000 gallon storage tank has extensive rust and possibly the intetior has been
compromised.

13.  The exterior surface of all tanks have sutface.rust and degrading paint.

14.  The water loss cannot be calculated due to the Company not measuring the
backwash water utilized.

15.  The 100,000 gallon storage tank was ovetflowing drinking water contributing to
overall water loss

RECOMMENDATIONS

With respect to the concems and/or deficiencies noted by Staff, the Engineering Division
recommends that the Commission require: :

1.

The Company contact ADWR to discuss a schedule for becoming compliant with
departmental requirements governing water providers and/or community water
systems.

The Company file an application for a Curtailment Tariff.

The Company refile the Backflow Prevention Tariff utilizing the revised Cross
Connection/Backflow Tariff form.
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10.

11.

The Company repair the rusted areas of the 50,000 gallon storage tank and inspect
the tank interior.

The Company recoat the interior with National Sanitation Foundation approved
coating [if the tank interiot has been compromised].

The Company adjust or repait the altitude valve controlling flow to the 100,000
gallon storage tank to stop the water loss through the tank overflow piping.

The Company hite a trained technician to preform whatever is required to eliminate
water loss at the 100,000 gallon storage tank, if the operators unable. to adjust or
tepair the valve.

The Company provide means to train the operatots in PRV diagnostics and repair.

The Company recondition the exterior surface of all tanks and develop 2 schedule
for tank maintenance. :

The Company sample the drinking water at several locations in the distribution
system to assess the safety of continued utilization of the current asbestos-cement

piping.

"The Company install 2 meter on the backwash piping as soon as practical so that the
water loss may be determined.
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CONSUMER SERVICES SECTION REPORT AND RECOMMENDATIONS
MEMORANDUM
OUTAGE and EVENT SUMMARY
BROOKE WATER, LLC.

History

Per Decision No. 60972, effective June 19, 1998, Brooke Utilities was granted a geographic
regrouping and transferring of the water systems to result in operating, administrative and
regulatory report efficiencies. There was no change in terms of rates and tariffs, ownership,
management, or operations of the current water systems.

The new organizational chart was as follows:

‘Brooke Water, Circle City Water Co., LLC., Tonto Basin Water Co., Inc., Payson Water Co., Inc,,
Pine Water Co., Inc, Strawberry Water Co., Inc., and Navajo Water Co., Inc.

Current companies managed by Bob Hardcastle are Brooke Water, L.L.C and Circle City Water.
See attached Company Status.

Tariffs for Brooke Water have been in effect since April 1, 1994 and Circle City Water Co. have
been in effect since January 8, 1998. See attached tariffs.

Prior to Brooke Utilities taking over from the previous owner, Rich Williamson, the systems
were in a deteriorating state. Customers had billing issues, water service issue and often
were without water. Customers were happy about the projected changes. Bob Hardcastle
met with Staff to advise the way he would be managing the company. He and his assistant
would be handling all customer calis from their office in Bakersfield, CA.

Money was put into the systems, things began to improve. Customers received attention.
Major issues were the moratorium’s already in place for Geronimo Water, Myrtle Ridge
System and Pine Water due to historical water shortages in and around these areas. Pine
Water’s moratorium was modified in Decision No. 64400 effective January 31, 2003, allowing
the Company to initiate up to 25 new connections per month. New Pine Water connection
requests were placed on a waiting list. Customers were happy.

Summers and warm weather holidays have always been a challenge for Brooke Utilities
systems. Curtailment Tariffs were utilized and Payson Water’s Mesa del Caballo System had
numerous curtailment violations as water usage was monitored. Several were addressed in
Formal Complaints. Emergency water augmentations tariffs were approved for Mesa del
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Cabhallo in Decision No. 71902, allowing Payson Water to bill customers the cost of water
hauling and East Verde Park in Decision No. 72567 effective June 20, 2014.

In 2013, J. Williamson Holdings purchased all Brooke Utilities companies except Brooke
Water and Circle City Water Co., L.L.C., which Bob Hardcastle continues to own and manage.

CURRENT ISSUES - Lakeside Water Outage

During the evening of Sunday August 21, 2016, the Lakeside Water System (Lower)
experienced a failed high pressure reducing valve. After working aimost all night, two
additional leaks erupted. This was reported to Staff on August 22, 2016 at 1:44 pm. On -
August 23, 2016 at 7:09 am Bob Hardcastle provided an update advising worked through the
night (again) repairing water main leaks caused by a failed pressure relief valve, some
different customers are without water that were not previously affected, working diligently
on the problem, believe a resolution may be made in the next several hours. An update was
received via email on Tuesday August 23, 2016 at 7:18 pm advising work continues making
additional repairs to control valves and main line piping. Non-potable water available from
La Paz County Emergency Services Dept, gave location.

Bob Hardcastle contacted a third party, EPCOR Water, to assist the following day to focus on
permanent leak repair, reconstruction of effected sites, and rebuilding/replacement of the
failed PRV. He also provided email notice to his Lakeside customers regarding La Paz County
Emergency Services Department providing non-potable water at the corner of Commercial Dr.
at the Welding Shop. (Outage and Status Updates-attachment)

Attempts were made by Staff to reach Mr. Hardcastle multiple times throughout the outage.
The La Paz County Sheriff’s office called to see if we could contact Mr. Hardcastle or provide a
number. King Clapperton, La Paz County Board Supervisor called advising he was also unable
to reach Mr. Hardcastle. We had the same telephone numbers the County Officials were -
calling to reach him. We agreed to get their messages to him if we were able to make
contact. A timeline showing all efforts to reach the Company and email string is attached.

Consumer Services began receiving calls Tuesday afternoon about the same time the County
called. Some customers didn’t want to be identified to the Company, fearing retaliation, Staff
agreed to not include their names in our database. During the outage, Staff reviewed
previous outages and customer complaints. See attached customer complaint history (2005-
2016), outage history (2016) and most common complaint categories for High Bills, Customer
Service and Unable to Reach the Company issues.

Mr. Hardcastle was emailved to advise the County Agencies were requesting he contact them.
See attached email.
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On August 24, 2016 at 6:28 am, Company email advised, approximately 7:30 pm on August
23" water service began to slowly return to interrupted customers service sites. Complete
pressurization of the system completed about 10:00 pm. In this email Mr. Hardcastle advised
the Company had followed its Emergency Operations Plan (“EOP”), discussed by Engineering,
and made the decision to handle the issue at hand rather than try to respond to any incoming
calls. They can’t do everything, so they did what they felt needed to be done. Repair the
system. See attached email.

CONCLUSION

The Lakeside outage extenuating circumstances regarding notification could have and should
have been handled more efficiently. Customers who had provided their email addresses, if
updated, received notices and updates. If a customer didn’t register his email address, he did
not. Notifying the La Paz County Officials and Arizona Department of Environmental Quality
(“ADEQ”) was clearly over looked. Notifying Consumer Services earlier in the process would
have been most helpful. See attached Rule regarding outage reporting and provision of
service.

Company did not respond to customefs that had not provided email addresses.

During the Special Open Meeting, customers discussed trouble in resolving high bill
complaints, bill disputes, quality of service, rude handling by the Company and no call backs.
See attached report for each company for these issues — 1/2005 to 9/2016.

Mr. Hardcastle was questioned about the number of outages his companies had experienced.
He said he didn’t have that information in front of him. Per Staff’s records, five unplanned
outages have occurred in 2016 for Brooke Water Systems. One unplanned outage occurred
for Circle City Water, which happened on August 25, 2016. See attached outage forms.

RECOMMENDATIONS

Since this outage occurred, the Utilities Division has implemented a fillable, easy to submit
Outage Reporting Form on its website providing a telephone number and email address
Outage@azcc.gov.

When an outage occurs, Staff recommends Company notify the County Sheriff’s Office.
Staff recommends the Company notify the County Office of Emergency Management.
Staff recommends the Company notify the County Board of Supervisors.

Staff recommends the Company notify ADEQ.

Staff reccommends the Company include an Outage Message to all who call the Call Center of
the outage and ensure it is updated as needed.
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Staff recommends the Company begin an outreach effort to obtain from as many customers
- as possible, email addresses for a more timely notification.

Staff recommends better communication between the Cusiomer Service Center and Brooke
Water’s customers and,

Staff recommends the Company engage Customer Service training for their Service Center
employees. Consumer Services Staff has heard this same customer complaint for years. It
has been brought to Mr. Hardcastle’s attention on several occasions. How a Company treats
its customers is not addressed in the Rules and Regulations, however, a good working
relationship with customers and treating them with respect would be a positive thing.

Connie Walczak
Manager Consumer Services
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COMPANY STATUS

Current Companies own and operated by Robert Hardcastle

Brooke Water, L.LC.
Circle City Water

Water Companies previously owned and operated by Robert Hardcastle

Navajo Water Co., Inc.
Payson Water Co., Inc. *
Tonto Basin Water Co., Inc. **

* payson Water CO., Inc. is comprised of the following systems:

1. C & S Water Co., Inc.
2. Deer Creek

3. East Verde Park

4. Flowing Springs

5. Geronimo Estates
6. Mesa Del Caballo
7. Myrtle Ridge

8. Whispering Pines
9. Tonto Creek Shores
10. Meads Ranch

11. Gisela Water Co

Star Valley / Quail Valley — No longer part of Payson Water Co.

** Tonto Basin Water Co., Inc. is comprised of the following systems:

1. Chctus Forest

2. Tonto Basin

3. Roosevelt Lake Estates
4. North Bay Estates

5. Roosevelt Gardens East
6. Roosevelt Gardens West

E & R = Pine Water Co., inc and Strawberry Water Co., Inc.
Williamson Waterworks became United Utilities
United Utilities became Brooke Utilities on 6/19/1998 per Decision No. 60972
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G R gG g N AL Applies to Colorado River Division

PART ONE

STATEMENRT OF CHARGES
WATER SERVICE

I. RATES

In Opinion and Order No. 58528, dated February 2, 1994, as amended
by Opinion and Order No. 58559, dated March 16, 1994, the Commission
approved the following rates and charges to become effective with
January 1, 1992 usage and April 1, 1994 billings:

Usage Included in Minimum

Met ize Minimm Charde Charge

Inches Gallons Per Month
A. General Residential Service

5/8% x 3/4" Meter -0~ $ 16.90

3/4" Meter -0~ 22.50

1" Meter -0- 24.50

1 1/2" Meter : -0~ 34.00

2" Meter -0~ . 79.00

3" Meter -0~ 104.00

4% Meter -0~ 125.00

6" Meter =0~ 175.00

THE RATE FOR USE IN ADDITION TO THE MINIMUM STATED ABOVE SHALL BE
THE SAME FOR ALL SIZES OF METERS. ALIL ADDITIONAL USAGE SHALL BE AT
THE RATE OF $3.93 PER 1,000 GALLONS.

Issued March 16, 1994 Page 6 Effective April 1, 1994

ISSUED BY: APPROVED FOR FILING

Mancelyn Howard, General Manager |DECISION #:
Consolidated Water Utilities, Ltd. { # spase.

7-00011 P. 0. Box 17710

RRICS/44286 Phoenix, Arizona 85011
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ACCDomNe ORIGINALRecEveD: iR
ACC Decision No.: ’ 55839 (m)
ACC Commissioners: ‘ : Weeks, Jennin o5
Effective Date of New Res BRuY-3 P 22~ Jmm
Mmcq;yComnyEnvnmmmlSamquxSDWACmphmeDate: ) October 14, 2000
Owned By: AZ CORP COMM] (iele Giy Water Ca, LL.C.
Ovwner Address: DOCUMENT Caﬁ%é?.ﬂ : P.0. Bax 22218
Ovener City, State, Zip Code: Bakessfield, CA 93380-2218
PWSE: . 07-112
County of Operations: Maricopa
Tramsfiror (pusaaut to ACC Decision No. 60972) Brooke Water I1.C,
Transfer of Assets & CC&N Date: Fuly 6, 1998
Meter Reading Ronte Number- 7033
Prior ACC Rate Application Decision and Date: No. 50232 dated December 7, 1979
S/3"X 34" meter $ 10.75
3/4* meter $ 2200
1" meter $ 35.00
I-1/2" meter $ 7500
2° meter $ 100.00
3" meter $ 12500
6" meter . $ 175.00
Gallons Facinded in Base Rate 2,000
Commodity Charge:
Per 1,000 gallons $ 195
5/8" X 344" meter. $ 175.00
3/4" meter $ 185.00
1" meter s 225.00
1-12" meter $ 475.00
2" meter 3 550.00
3" meter ’ Cost
4" mefer APPROVED FOR FILING —
6" meter Cost
DECISION #:[, 09 72>
Service Charpes:
Establishment ' $ 25.00
Es&b]ishmmt(aﬁa-hm) s . 25.00
Recomnection : . $ 2500
Recomnection (aﬁahoms)EmlMingNm—pays $ 35.00
Secarity Deposits AAC.R14-2-403 (B) Sec Deposit Schodule
Deposit Inferest (per A 4.C. RI4-2-403 (B)) ‘ 6.00%
Re-establishment (within 12 months) Mot off eysiem X st A &.C. RU-2405 (3)
Non-sufficient Funds Payment . $ 15.00
Defierred Payment Interest Charge (per month) 1.50%
Meter Resead (if comrect and nof error) s 10.00
Meter Test : $ 15.00
Collection of State and Local Taxes : A AC.R14-2-608 (D)5)
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From: ' Michael Buck

Sent: Tuesday, August 23, 2016 5:09 PM
To: UTIL-Outagell

Subject: - OUTAGE I - BROOKE WATER, LLC.
PER: Brooke Water, LLC

TELEPHONE NO.: 661-633-7526
COMPANY: Lakeside (lower) Water System

" WHAT: OUTAGE
WHEN: Monday, August 22, 2016 @ 1:30 p.m.
WHERE: Parker, AZ
GEOGRAPHIC LOCATION OF COMPANY: Parker, AZ.
CAUSE: Water leaks.
ACTION: Tech on site.

DURATION: = 7727?777M7?
CUSTOMERS AFFECTED: 100

ADDITIONAL INFORMATION:

After working on a water main repair almost all night, two additional water leaks have erupted
on the lower Lakeside water system. The water service has been interrupted to at least 100
customers in this area. Operations and construction crews are on-site attempting to return to
service as quickly as possible. No projected time for service return is being forecast at this time.
'We will endeavor to return the system to service as quickly as possible and keep customers
informed as repairs progress. :

Thanks you for your patience.

WHO DAMAGED UTILITY'S PROPERTY: nfa
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From: Michael Buck ’

Sent: Wednesday, August 24, 2016 11:58 AM
To: UTIL-Outagell

Subject: OUTAGE I - BROOKE WATER, LLC

*****F‘]N’AL*’&***M AL FE®ERTIN AL*****F]N AY,

PER: Brooke Water, LLC

TELEPHONE NO.: 661-633-7526

COMPANY: Lakeside (lower) Water System
WHAT: OUTAGE

WHEN: Sunday, August 21, 2016 @ 9:00 p.m. to
' Tuesday, August 23,2016 @ 7:30 p.m.
WHERE: Patker, AZ
"IK)GHLAPBHCIJJCAITON1MF(KHWPANW’Pmkm:AZ
CAUSE: Failed high pressure reducing valve.
ACTION: Tech on site.

JURATION: 44 hours 30 minutes

USTOMERS AFFECTED: 200 (see comments below)
\DDITIONAL INFORMATION: - Please see emsil string from Company. -

\fter working on a water main repair almost all night, two addiﬁonalv;raterleakshaveempted on the lower
.akeside water system. The water service has been interrupted to at least 100 customers in this area. Operations
ndoons&uchoncrewsareon-sxteaﬁmphngtoret\mto service as quickly as possible. No projected time for

ervice retum is being forecast at this time. We will endeavor to return the system to service as quickly as
ossibleandkeepcustomasmfomedasrepmpmgr@ss

‘hanks you for your patience.
-

rom: Brooke Utilities [mailto:bui_info@brookeutilities.com]
ant: Tuesday, August 23, 2016 7:18 PM

ibject: Lakeside Water Qutage (Update status)

ate: August 23, 2016

ime: 1910 hours
e: Lakeside Water Outage (status)

he Operations and construction people remain on-site making additional repairs to control vakves and

ain line piping. The La Paz County Emergency Services Department has located 2 NON-POTABLE

nergency water source at the corner of Commercial Dr. at the Welding Shop which is available to

1stomers as needed. REMINDER — THIS IS A NON-POTABLE WATER SOURCE NOT

PPROPRIATE FOR HUMAN CONSUMPTION!! Ops and construction resources will continue to

ork on the problem until a resolution has been established. Resources from a third party contractor

ere expected to arrive earlier today but counld not commit to being on-site mntil tomorrow morning. This
1
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CIner gency condition has stretched all available resources to the maximam and we are dealing with it to
the best of onr ability.

We will provide additional updates as they are available. We thank our customers for their continued
patience and understanding.

Brooke Water LLC

From: Bob Hardcastle [mailto:rth@brookeutilities.com]
Sent: Wednesday, August 24, 2016 6:28 AM

To: Connie Walczak <CWalczak@azcc.gov>
Cc: Dale Alired <DaleA@brookeutilities.com>
Subject: RE: Lakeside Water System - Brooke Water

The Lakeside (LKS) water outage in Parker, AZ occurred approximately 2100 hours on Sunday, Angust
21. Subsequently determined, the cause of the problem stemmed from a failed high pressare reducing valve
(PRV) that is located between four sections of customers separating upper LKS from lower LKS. The
castomers are separated by various pressure zones because of elevation differences in the service areas. A
PRVholdsbaekhghpressnreon one side of a valve against lower pressure on the other side of the valve.

Operations staff was on-site at 2130 hours on August 21 and remained on-site (with little rest) through
approximately 2230 hours on Angust 23, Water service began to slowly return to inferrupted customer
service sites about 1930 hours on August 23. Complete pressurization of the system was completed at
approximately 2200 hours on Aungust 23. Ops and consfruction staff verified operatmnal condition ofthe
water system at approximately 0600 hours on August 24. .

At approximately 6730 hours on August 23 the Company contacted other third-party sources of repair
including EpCor Water (Lake Havasu/Bullhead City) to assist in returning ¢ustomers to service. At first,
the Company believed EpCor was available the same day. Subsequeritly, EpCor, better understanding
whatwasneededatﬂnesﬁes,eommttedtoaddﬂmnaloperaﬂonsserv:cestaﬁ‘andequlpmentat0830hours
on August 24. These third-party services will focus on permanent leak repair, reconstruction of effected

sites, and rebuilding/replacement of the failed PRV.

Four customers’ advisories and updates related to this condition were sent to cnstomers via email at 2300
hours of August 20; approximately 1000 hours on August 21; approximately 1400 hours on August 22;
and, approximately 1600 hours on Augast 23. The Company implemented its Emergency Operations Plan
(informally) at approximately 1900 howrs on Augest 21. There are approximately 230 customers as
members of the email advisory list. Numerons email advisory messages were returned as “undeliverable”
as customers have not updated new email addresses since submitted to the Company. At various times of
repair during this period as many as 200+ customers (and as few as 50+ customers) were out of service
depending on pressure zones, repair status, and construction replacement.

CUSTOMERS REINTRODUCING WATER TO THEIR SERVICE LOCATIONS SHOULD
THOROUGHLY FIUSH THEIR WATER LINES BEFORE USE OR CONSUMPTION.

The effect of a failed PRV allows high pressure to suddenly rush, uncontrolled, into the low pressure
pertion of a system. This condition causes subsequent high pressure to crack service lines, separate service
lines, open comtrol check walves, and cause severe water leakage. Im some cases, water leaks camnot be
detected for many hours later. Operations has been able to identify at least five or six separate locations
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waet e uws CURGIIOR persisted as high pressure water rushed into the low pressure side of the water system
and caused damages. In two locations severe damage to the water system was done. These water leaks must
be corrected and repaired before newly pressurized water can be introduced into the system. In some cases
leak repair is a tedious and lengthy process.

FAILED PRV’S, LIKE MANY OTHER WATER SYSTEM COMPONENTS, CANNOT BE PREDICTED
WITH ANY CERTAINTY.|

Operations will be engaged in subsequent permanent repairs and replacement of effected water system
components. This process could require short-term water service interruptions while repairs are made.
More than 230 customer contacts were made to the Company’s CSC on August 21 and August 22. These
calls were answered in the order received by not less than five full-time CSR’s fielding these calls. Of course,
not all calls could be received and numerous customermessagwwereleftatthe CSC message center.

Che Company, of course, § @! am]_gm for this mredlctable mconvenience and, after assessing the
ippropriate. The Company thanks ALL of its customers for their nanence and understanding.

\s of 0600 hours on August 24 the LKS water system is fimctioning normally.

(TH
I TH@jaco.com

rom: Brooke Utilities [mailto:bui_info@brookeutilities.com]
ent: Wednesday, August 24, 2016 6:39 AM

ubject: Lakeside Water System (UPDATE STATUS)

ates Angust 24, 2016
ime: 0630 hours

e: Lakeside Water System (UPDATE STATUS)

he Lakeside water system began slowly reintroducing pressurized water into the water system last night

yout 1900 hours. At approximately 2130 hours this process was completed and system returned to
wrmal operating function. :

ie cause of the problem was an unpredictable failed pressm:e reducing valve that manages high water
stemn pressure on one side of a valve, Failure of this valve allowed high pressure to rush into the lower
essure side of the water system and cause numerous severe damages through the system.

AL CUSTOMERS SHOULD THOROUGHLY FLUSH THEIR WATER LINES BEFORE USE OR
INSUMPTION.

wing the next few days subsequent repairs andreplaeementwillberequirédto be made. There are
ely to be short-term water service interruptions as part of this process. As of 0600 hours this morning
» water system was operating normally.

E APOLOGIZE FOR THIS EXTREME INCONVENIENCE. WE APPRECIATE THE PATIENCE
{D UNDERSTANDING OF EVERY CUSTOMER DURING THIS TIME.
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BROOKE WATER TIMELINE — LAKESIDE SYSTEM
8/21/16 - 8/23/16

{(with planned outage 8/24/16-perm repairs)

o (BH) 8/22/16- Mon. 1:44 pm Initial Report — Main break + 2
addl leaks

-wkd nearly all night

-100 custs affected
-No projected completion time
e (BH) 8/23/16- Tue. 7:09 am Water Outage Status Update

-Wkd thru the night (again) repairing water main leaks caused by
failed pressure relief valve.

-Different customers are being affected than orig

e 8/23 (CW) 4:15 pm CId BH, left msg advising Cty Sheriff’s
~ ofc, Cty Board & Customers trying to reach him
e (CW) 8/23/16-4:54 pm email to Tom, Staff
- updates re: LaPaz County cls, customer cls
® (STAFF)- Five calls to Co.
e (CW) 8/23/16-5:03 pm email to WET Team

-fowarded same email as to Tom, above
e (CW) 8/23/16-5:07 email to Bob - lmportance High
-Please provide outage status.
=Calls received from LaPaz County Sheriff, questioning status
=Calls from LaPaz County Supervisor — looking into providing water
e (BH) 8/23/16- 7:18 pm Outage status — Ops/Construction
onsite |
-La Paz County Emergency Services Dept providing NON-POTABLE
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Water at Commercial Dr. at Welding Shop available as needed
-Ops/Construction resources w/cont to work until resolution ‘
-3" party contractor will assist tomorrow {w/b planned outage to
perform permanent repairs)

e (BH) 8/24/16- Wed. 6:28 am — Status Update Work
complete

- =2 page detailed update with Note: “Customers reintroducing water
to their service locations should thoroughly flush their water lines
before use or consumption” and “ [The Company]...after assessing
the damages and effect in subsequent days, will make monetary
adjustments to customer account, as appropriate.”

o (BH) 8/24/16- 6:39 am — Update Status
-water on 9:30 pm returned to normal function.
. -All Customers — thoroughly Flush lines

o (CW)8/24/16- 8:30 am — email to Staff with above update

e (CW)8/24/16- 2:00 pm - Teleconference with ‘
agencies/Staff

¢ (CW)8/25/16- 2:00 pm — Teleconference with
agencies/Staff

e (CW) 8/25/16- 3:00 pm — Cld-Lft msg for BH, Dale Allred
and Customer Service 800-27-9-6084

e (CW) 8/26/16- 7:55 am emailed BH advised ‘again’ County .
still waiting to hear from him & if lines had been .

“chlorinated and flushed per ADEQ, requirements- no

mention of this in his reports. Very important-need info

-{BH) 8:18 am- email, advd system flushed
-(CW) 8:30 am- email, questioned last request for cust email update
-(BH) 8:44 am- email, response to cust email update
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e (CW) 8/26/16- 10:00 am — Meeting with State
| agencies/Staff
e (CW) 8/26/16- 2:00 pm- Teleconference with
agencies/Staff
e (STAFF)' 8/26/16 Returned cls to all Lakeside customers that
had cld during outage to question water status & quality
" -all had water and were ok with service |
e (CW)8/26/16- 5:07 pm — emailed Bob Hardcastle memo &
OM agenda .
e (Smaila-Eng) 8/29/16 Staff engineer at location site visit,
meeting with Dale Alired
e (CW) 8/29/16- 8:45 s/w Jodi — provided update/status
e (RH) 8/29/16- 9:00 am Bob called to discuss OM & agenda
e 8/29/16- Special Open Meeting — Commission Staff
Meeting

Report by Connie Walczak




Brooke Water, L.L.C. w-030394 Circle City Water Co., LLC w-035104

2016 20 3 0 2016 0 1 0
- 2015 17 2 0 2015 3 0 0
2014 7 3 1 2014 1 0 0
2013 18 1 0 2013 0 0 0
2012 40 5 0 2012 13 2 0
201 22 10 0 2011 5 1 0
2010 9 6 1 2010 0 1 0
2009 1 4 0 2009 0 0 0
2008 12 4 0 2008 2 0 0
2007 7 2 0 2007 1 1 0
2006 7 6 0 2006 6 1 0
2005 9 5 0 2005 1 4 0
Navajo Water Co., Inc. w-035114 . Payson Water Co., Inc. w-0351a

*2013 2 1 0 *2013 11 9 1
2012 19 0 0 2012 61 9 0
211 17 2 0 2011 81 33 5
2010 1 0 0 2010 12 11 7
2009 0 0 0 2009 25 9 0
2008 4 0 0 2008 9 5 0
2007 5 0 0 2007 17 4 1
2006 2 3 0 2006 13 2 0 -
2005 2 0 0 2005 9 4 1

‘Tonto Bason Water Co., Inc. W-035154

%2013 8 1 0
2012 28 2 0

2011 13 2 0

2010 5 3 0

2009 4 0 2

2008 2 1 0

2007 1 0 0

2006 12 1 1

1 0

2005 2
' *Owned & opetated by Robert Hardcastle until they changed ownership on May 31, 2013.
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Pine Water Co., Inc. w-035124 Strawberry Water Co., Inc. w-0ss13a

| i - . '_0-'-'. Ig !.!l; . Ignn I
' 0 0 #2010

#2010 0 0 0 0
2009 8 5 1 2009 1 0 0
2008 28 14 18 2008 8 4 0
2007 67 21 ‘59 2007 18 4 3
2006 23 19 3 2006 0 1 1
2005 15 14 16 2005 7 4 0

**Owned & operated byRobertHatdmsdennﬁlcaneeﬂaﬁonoftbeitCC&NonApﬁlG,Zﬂlﬂ.

***Desert Utilities, Inc. w-020754 High Country Water Co. w-02417a
From 1/1/2005 to Current Zeto From 1/1/2005 to Current Zero
Complaints, inquities & opii Complaiots, inquiries & opini

*¥Pine-Oak Water Co. W-023964 - FFE&R Water Co., Inc. w-01576a
From 1/1/2005 to Curtent Zero From 1/1/2005 to Cutrent Zero
Complaints, inquiries & opini Complaints. inquiries & oning

*¥¥Williamson Waterworks, Inc. W-02137A *¥United Utilities, Inc. w-01993a
From 1/1/2005 to Current Zero From 1/1/2005 to Current Zero
Comphaints, inquiries & opinions . Complaints, inquities & opinions

*#¥No longer listed in the CdnsumetSetviees database
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ightstorm, S. A.

all Center Statistics
#wriod January 2016

1. Calls per Company ; 2. Calls per CSR

Company -

3. Calls perType 4, Calls per Duration Tier
_ Duration - - oo oo Calls
A Service on Request 29 ito3 . 255
B Close Account {Service Off) 4 4t07 6 -
C Statement & Payment Inquiry / Bill Copy 0 sto12 7
D Meter Re-read Request 3 1+ 6
E PaymentArrangement 2
F LeakReport 3
6 Water Service Interruption / Conservation o]
H  Customer Account Inquiry 33
1 Credit Card Payment Process 189
J  Disconnections Related 6
K Other
TOTAL 337 TOTAL 337
e — b —
5. Calls per Week Tier 6. Average Calls per Day
S S R . Business Days 18
Week #1 ( From 5-8) 77 inbound Calls 2
Week #2 (From 11-15} 65 Outbound Calls (Voice Mail) 118
Week #3 (From 18-22) 93 Total Calls out for Gas Price Changes
Wesk #4 (From 25-29) 102 ' '
Average Calls per Day
337 .
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Lightstorm, S. A. I

Call Center Statistics -
Period February2016 -
1. Calls per Company 2. Calls per CSR !
Krystell 223
Jose 284
VACANT 0
TOTAL 507

w
h
»
B

-
35
0

4. Calls per Duration Tier

Type .
Service on Request

Duration T Lo el
itc3 o ‘ 423

) B
U1

A
B Close Account (Service Off) 4 4ta7 64
C Statement & Payment Inquiry / 8ill Copy 3 8t012 14
D Meter Re-read Request 2 12+ 6
E Payment Arrangement 3
F Leak Report S
G Water Service intarruption / Conservation 12
H Customer Account Inquiry 106
}  Credit Card Payment Process 257
J  Disconnections Related 23
K Other 57
TOTAL _ 507 TOTAL 507
5. Calls per Week Tier 6. Average Calls per Day
Week #1 ( From 1-5) 144 Inbound Calls 326
Week #2 (From 8-12} 132 Outbound Calls {Voice Mail)
Week #3 (From 15-19} 78 Total Calls out for Gas Price Changes
Week #4 (From 22-26) 75 :
Week #5 {From 29) 78 Average Calls per Day
507 E B
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ightstorm, S. A.

il Center Statistics
jod MARCH 2016
1. Calis per Company 2. Calls per CSR
Compenv B cs s |
26 Krystell T 230
Jose 246
VACANT 0
TOTAL — 476
3. Calls per Type o 4, Calls per Duration Tier
Service on Request ' 26
Clase Account {Service Off) 6 4t07 74
Statement & Payment Inquiry / Bill Copy 0 8t012 n
Meter Re-read Request 3 12+ ' 1
Payment Arrangement 4
Leak Report 3
i Water Service Interruption / Conservation S
i Customer Account Inquiry 96
Credit Card Payment Process 257
Disconnections Related 34
Other 42
TOTAL 476 TOTAL | 476
5. Calls per Week Tier 6. Average Calls per Day
Week Business Days 2
Week #1 ( From 1-4} Inbound Calls 317
Week #2 (From 7 -11) o0 . Quthound Calls {Voice Mail} 159

Week #3 (From 14-18) . Total Calls out for Gas Prica Changes
Week #4 (From 21-25)
Week #5 (From 28 - 31)




Lightstorm, S. A.

Call Center Statistics
Pericd APRIL 2016

1. Calls per Company 2. Calls per CSR , '

BWCO 297
NWCOo b Jose 163
PYCO o] Maria Fernanda o
PWCO 1]
SWCo (¢}
TBCO 0
CCCo 30
TOTAL 328 TOTAL 328
3. Calls per Type 4. Calls per Duration Tier
T ek Duration - oo o e Calls o
A Service on Request 40 1te3 ' 266
8 Close Account (Service Off) 3 4t07 46
C Statement & Paymem Inquiry / Bill Copy - 0 81012 13
D Meter Re-read Request (1} 12+ 3
E Payment Amrangement 5
F Leak Report 2
6 Water Service Interruption / Conservation 1
H  Customer Account Inquiry 70
1 Credit Card Payment Process 170
] Disconnections Relfated 14
K Other 23
TOTAL _ 328 TOTAL 328
5. Calls per Week Tier S 6. Average Calls per Day
eek oo Business Days 21
Week #1( From 1) 16 Inbound Calls 269
Week #2 (From 4-8) 93 Qutbound Calls (Voice Mail) 59
Week #3 (From 11-15) 70 - Total Calls out for Gas Price Changes
Week #4 (From 18-22) 52 - .
- Week #5 (From 25-29) 97 Average Calls per Day
328
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ightstorm, S. A.

ill Center Statistics
riod: MAY 2016

1. Calls per Company 2. Calls per CSR

190
7

Maria Fernanda

|

3. Callsper Type - : | : . ~ 4. Calls per Duration Tier

Y 29
}  Close Account (Service Off) 2 4t07 41
. Statement & Payment Inquiry / Bill Copy 4 8to12 10
}  Meter Re-read Request (v} 12+ 0
! Payment Arrangement 4
! Leak Report 2
i Water Service Interruption / Conservation 1
I Customer Account Inquiry 104
Credit Card Payment Procass 161
I Disconnections Relatad 3
{ Other 43
TOTAL 366 TOTAL 366
e m—
5. Calls per Week Tier 6. Average Calls per Day
Neak R Business Days 21
Week #1(From 3-7) 93 Inbound Calls 284
Week #2 (From 10-14) 81 Outbound Calls (Voice Mail) » 72
Waeek #3 {From 17-21) 86 Total Calls out for Gas Price Changes
Week #4 (From 24-28) 100 ' '
‘Week #5 (From 31} 6 Average Cells per Day
366 :
e —— ]
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Lightstorm, S. A.

Call Center Statistics
Period: JUL 2016

1. Calls per Company

2. Calls per CSR

356

2

1

0

SWCO 0
0

48

- 447

3. Calls per Type

R=eTOTTMON®D>

Type
Service on Request
Close Account (Service Off)

Statement & Payment Inquiry / 8ill Copy
Meter Re-read Request

Payment Arrangement

Leak Report

Water Service Interruption / Conservation
Customer Account Inquiry 14
Credit Card Payment Process 274
Disconnections Related
Other

TOTAL

onvnvoooRER

wn

SWO

5. Calls per Week Tier

Week S Chap o U :

Week#1( From1) ' ' 34

Week #2 (From 4 -8) 90

Week i3 (From 11 - 15) : 120

Week #4 (From 18 - 22) 64

Week #5 (From 25 - 29) 139
{447

a.

6.

Page 22

VACANT
Jasa
VACANT

Calls per Duration Tier

Duration =
1to3

ato7

8to12

12+

or bk

Average Calls per Day

Business Days
Inbound Calls
Outhound Calis {Voice Mail} .
Total Calls out for Gas Price Changes _

Average Calls per Day

CRES




gnestorm, ». A,

| Center Statistics
wd: Jun-16

1. Calls per Company 2. Calls per CSR

i~

Ll i
o

28
C!oseAmount(Sewiueom ¢ 4ta7 : 18
Statemmt&?aymemh’mirylaﬂlt:opy 3 8to12 1

Meter Re-read Request 0 12+ 0

Payment Arrangement -2

Leak Report 2

Water Service Interruption / Conservation 0

Oust:omerAmmtlnquiry 148

Credit Card Payment Process 2711

Disconnections Related ]

Other 3

TOTAL 447 TOTAL 447
3. Calls per Week Tier 6. Average Calls per Day

Week Business Days 21

Week ##1{From1-5) .- 33 inbound Calls 221

Week #2 (From 8- 12) 0 Outhound Calls (Voice Mail) 99

Wedc#B(FromlS-lQl 120

Weekﬂ(Fromzz-ZS} 64

Week #5 {From 29 .- 31) 139
| 447
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LUV J. A

Center Statistics

d Aug-16

. Calls per Company 2. Calls per CSR
BWCO 653 Stephannie 121
NWCO 2 Jose 206
PYCO 3 Dixon PPy
PWCO 0 Paula 128
SWCOo 2 Alex 124
T8CO 0

CCCO 41

TOTAL 701 TOTAL - 701
Calls per Type 4. Calls per Duration Tier

Typer i E e I

Service on Request 16

Clase Account {Service Off) 0 4t07 2

Statement & Payment inquiry / Bill Copy 9 8to12 3

Meter Re-read Request 1 12+ 0

Payment Arrangement 4

Leak Report 11

Water Service Interruption / Conservation 286

Customer Account Inquiry : 119

Credit Card Payment Process . 255

Disconnections Related 0

Other 0

TOTAL 701 TOTAL 701

Calls per Week Tier 6. Average Calls per Day

Week, TN Business Days i

Week #1 (From 1-5) 28 inbound Calls 510 |
Week #2 {From 8 - 12) 66 Outbound Calis (Voice Mail) 167 |
Week #3 (From 15 - 19) 84 Other _ o

Week #4 (From 22 - 26) 445 L R N s

Week #5 {From 29 - 31) 78 Average Calls per Day
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From: Connie Walczak :

Sent: Tuesday, August 23, 2016 5:07 PM

To: Bob Hardcastle <rth@brookeutilities.com> (rth@bmokeuulmes.com)
Subject: Lakeside Water System - Brooke Water

Importance: ~ High

Bob,

Ylease advise statis of the above water outage and plan for providing water to those without service. Staff has received
:alls from the County Sheriff and County Emergency Services questioning how to reach the Company for a status report.

aPaz County Emergency Services is setting up a database to track those in need of water and are looking into providing
ion-potable water and possibly purchasing drinking water.

lease provide an update as soon as possible.

hanks,
onnie




|

e e o S M N b ) R P e e T S T 0

From: Connie Walczak
Sent: Wednesday, August 24, 2016 8:05 AM
To: . , "Daniel Czecholinski’; Elijah Abinah; "Trevor Baggiore'; 'Linda C. Taunt’; "Misael Cabrera’;

‘danb@countysupervisors.org'; Jennifer Bontrager; Tom Broderick;
‘vemn.camp@rwaa.info’; ‘scraig@azwifa.gov’; ‘dwdunham@azwater.gov’;
‘kfirethunder@az.gov'; jfuentes@AZruco.gov’; Matt Gress; 'danny,johnson@dmfd.org,
‘ray jones@aricor.com’; Matthew J. Rowell; ‘travis.schulte@azdema.gov’;
‘tshannon@scottsdaleaz.gov'; ‘craigs@azcommerce.com’; ‘asmith@azwifa.gov’;
‘craigs@countysupervisors.org’; Andy Tobin; ‘rebecca.trayler@azdema.gov’;
*keithw@azcommerce.com’; ‘twilliams@azcounties.org’; Laurie A. Woodall

Cc Efijah Abinah; Teni Ford; Angela Paton; Lauren A. Ferrigni; Brandon Nelson; Al Amezcug;
Deborah Reagan; Jenny Gomez; Mary Mee; Michael Buck; Richard Martinez; Roxanne
Best; Trish Meeter

Subject: FW: Lakeside Water System - Brooke Water

Importance: High

Fyl

Per Bob Hardcastle’s final sentence, it appears that Lakeside Water System — Brooke Water Is back to normal operation
as of 6:00 am this morning. | believe the August 24 date in his brief should be August 23, | will verify this.

Thanks,

Connie

From: Bob Hardcastle [mailto:rth@brookeutilities.com]
Sent: Wednesday, August 24, 2016 6:28 AM

To: Connie Walczak <CWalczak@azcc.gov>

Cc: Dale Allred <DaleA@brookeutilities.com> .
Subject: RE: Lakeside Water System - Brooke Water

The Lakeside (LKS) water ountage in Parker, AZ occurred approximately 2100 hours on
Sunday, August 21. Subsequently determined, the cause of the problem stemmed from a
failed high pressure reducing valve (PRYV) that is located between four sections of customers
separating apper LKS from lower LKS. The customers are separated by various pressure
zones because of elevation differences in the service areas. A PRV holds back high pressure
on one side of a valve against lower pressure on the other side of the valve.

Operations staff was on-site at 2130 hours on Aungust 21 and remained on-site (with little
rest) through approximately 2230 hours ocn August 23. Water service began to slowly return
to interrnpted customer service sites about 1930 hours om August 23. Complete
pressurization of the system was completed at approximately 2200 hours on August 23. Ops
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e e weseva Seaas YOILLICU UPEraTIORal condition of the water éystem at approximately
0600 hours on August 24.

At approximately 0730 hours on August 23 the Company contacted other third-party
sources of repair including EpCor Water (Lake Havasu/Bullhead City) fo assist in
‘returning customers to service. At first, the Company belicved EpCor was available the
same day. Subsequently, EpCor, better understanding what was peeded at the sites,
committed to additional operations service staff and equipment at 0830 hours on Aungust
24. These third-party services will focus on permanent leak repair, reconstruction ‘of
effected sites, and rebuilding/replacement of the failed PRV,

Four customers’ advisories and updates related to this condition were sent to customers via
email at 2300 hours of August 20; approximately 1000 hours on August 21; approximately
1400 hours on August 22; and, approximately 1600 hours on August 23. The Company
implemented its Emergency Operations Plan (informally) at approximately. 1900 hours on
August 21. There are approximately 230 customers as members of the email advisory list.
Numerous email advisory messages were returned as “undeliverable” as castomers have
10t updated new email addresses since submitted to the Company. At various times of
-epair dering this period as many as 200+ customers (and as few as 50+ customers) were
yat of service depending on pressure zones, repair status, and construction replacement.

JUSTOMERS REINTRODUCING WATER TO THEIR SERVICE LOCATIONS
{HOULD THOROUGHLY FLUSH THEIR WATER LINES BEFORE USE OR
“ONSUMPTION. |

‘he effect of a failed PRV allows high pressure to suddenly rush, ancontrolled, into the low

‘ressure portion of a system. This condition causes subsequent high pressure to crack
ervice lines, separate service lines, open control check valves, and canse severe water
:akage. In some cases, water leaks cannot be detected for many hours later. Operations has
een able to identify at least five or six separate locations where this condition: persisted as
igh pressure water rushed into the low pressure side of the water system and caused
amages. In two locations severe damage to the water system was done. These water leaks
wast be corrected and repaired before newly pressurized water can be introduced into the
7stem. In some cases leak repair is a tedious and lengthy proecess.

ATLED PRV’S, LIKE MANY OTHER WATER SYSTEM C(')MZPONENTS,'
ANNOT BE PREDICTED WITH ANY CERTAINTY.|

perations will be engaged in subsequent permanent repairs and replacement of effected
ater system components. This process could require short—term water service
terruptions while repairs are made.

lore than 230 customer comtacis were made to the Company’ s CSC on August 21 and
ngust 22, These calls were answered in the order received by not less than five full-time

2
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—oa s SeaumE (CST Calls. UI COUrse, not ail calls could be received and numerous customer

messages were left at the CSC message center.

The Companv, of course, sincer apologi for this umpredictable

inconvenience and, after assessing the damages and effect in subsequent days,
will make monetary adjustments to_customer accounts, as appropriate. The
Company thanks ALL of its customers for their patience and understanding.

~ As-of 0600 hours on Angust 24 the LKS water system is functioning normally.

RTH
RIB@jaco.com

From: Connie Walczak [mailin:CWalczak@azoc.gov]
Sent: Tuesday, August 23, 2016 5:07 PM

To: Bob Hardcastle

Subject: Lakeside Water System - Brooke Water
Importance: High

Bob,

Please advise status of the above water outage and plan for providing water to those without service. Staff has
received calls from the County Sheriff and County Emergency Services questioning how to reach the Company

for a status report.

LaPaz County Emergency Services is setting up a database to track those in need of water and are looking into
providing non-potable water and possibly purchasing drinking water.

Please provide an update as soon as pos;sible.

Thanks,
Connie _
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Tiflel4, Ch.2

Arizona Admiristrative Code

Corporation Commission — Fixed Ullities

E. Amounts advanced in aid of consfruction of main extensions

shall be refinded in accord with the rules of this Commission
in fiorce and effect on the date the agreement therefor was exe-
cuted. All costs under main extension agreements entered into
afler fhe adoption of this rule shall be refunded as provided
‘The Commission will not approve the transfer of any Cextifi-
mode:ﬁ:CmvmaﬂNmuywhse&etmsfem
has entered into a main extension agreement, upless it is
demonstrated to fhe Commission fhat the transferor has agreed
to satisfy the refond agreement, or that the transferee bas
assumed and has agreed to pay the fransferor’s obligations
under such agreement.

All agreements entered into under fiiis rule shall be evidenced
byammmaddpedbyﬂnmyndﬁe
parties advancing the fonds for advances in aid uader this role
or the duly anfthorized agents of each.

The size, design; type and quality of materials of the system,

mslalbdmdeﬂnsmlehﬁ!mnmﬂwg:mdmdﬂ:emmv
of installation, shall be specified by fhe Company, and shall be

in accord with the requirements of the Cominission or other -

install main extensions of any diameter meeting the vequire-
ments of the Commission or any other public agencies having
authority over fhe construction and operation of the water sys-

- tem and maing, except individnal main extensions, shail com-

p!y'wﬂ}mdcmmbﬂ:eﬂhwmgmnm

1. 150 psi working pressore rating and
2. 6" standard diameler.

However, single residential customer advances in aid of con-
siroction shall not exceed the reasomable cost of constraction
of the 6-inch diameter main extension.

All pipelines, valves, fittings, wells, tanks or other facilities

- instalied under fhis rule shall be the sole property of the Com-

X

Supp. 13-1

pany, and pasties making advasces in aid of constroction under
fhiszule shall have no right, tifle or interest in any.such facili-
ties.

‘The Company shall schedule all new fequests for main exten-
sion agreements, and for service under inain extension agree-
mesis, prompily and in fhe order received.

An applicant for service secking to enter info 2 main extension

may request that the utility include on a list of con- *

agresment
traciors from whom bids will be solicited, the name(s) of any
bonded contractox(s), provided that afl bids shall be submitted
by the bid date stipulated by the utility. If a Jower bid is thus
obtained or if 2 tid is obtained o an equal price and with 2
maofe appropriate fime of performance, and if such bid conter-
mmmmwmmm
shall be required to mest the terms and
mdﬁnmdﬂwhdpnﬁsd,mmmamm
contract with the contractor proffering such bid. Performance
‘bond in the total amount of the contract may be required by the
utility from the coatractor prior o constraction.
Any disconnts obtained by the utility from contracts termi-
nated under this yole shall be accounted for by credits to the
Wﬂe account dominated as Contributions in Aid of

AE mﬂeﬁ:smlednllbeﬁleﬂw:handqpmved
by the Utilities Division of the Cormmission. No agreement
shall be approved mless accompanied by a Cexriificate of
Approval to Construct as issued by the Arizona Depertment of
oot filed and approved by the Utilities Division, the refundzble

advancs shall be immediately due and payable to the person
making the advance.

Adopted effective March 2, 1982 (Supp.

Historical Nofe

R14-2-407. l’mvimnot‘m

A. Uiy

B.

D.

H
i

Each utility shall be responsible for pro-

wﬁgpoﬂﬂemm&mm’spmﬂ&ﬁm
Costomer responsibifity

1. Each customer shall be

for maintaining all
facifities on fhe customer’s side of the poiut of delivery in
a safe and efficient mammer and in accordmie with fhe
rules of the siate Depsriment of Health,
mwmwwhmm
uiility property installed in or on the customer’s presmises
for the parpose of supplying water fo that customer.

Each customer shall exercise all reasonable care o pre-
vent loss or damage o uiility property, excluding ordi-
nary wear and tedr. The customer shall be responsible for
loss of or damage to wiility property on the customer’s
premises arising from neglect, or misuse
mdshnmﬁeuﬁlityﬁrﬁe cost of necessary

or replacements.
Mmﬁaﬂbm@hﬁtmhm
equipmenit damage resulting from wnanthorized breaking
of&als,nﬂﬁmgtmpmgubypﬁngﬁenﬂny

5. Mmshnbareqmsi:hfm'mfymgﬁenﬁl-

ity of any failre identified in the ufility’s equipment.
Watér funished by the uiility shall be vsed only on the
customer’s premises and shail not be resold o any other
pemson. Dusing crifical water conditions, as determined
by the Commission, the customer shall vse water only for
those purposes specified by the Commission. Disregard
for this rale shall be sufficient cause for refusal or discon-
tinmance of service.

Continuify of service. Fach wtifity shall maoke reasonzble
. efforis to supply a safisfactory and continmous leve] of service.

However, no utility shall be responsible for any damage or
claim of damage stizibutzble to any inferraption or discontion-
.. ation of service resulting from:

2
3.

Any canse against which the utility could ot have rea- -

&

mmmmmmm,m

Ixmtmmlsavmemﬂptmstomakemorpu-
form roufine maintenance
cmlaihmt. »

1

2,

Page 29

Page 90

n!emwtms .
Eaehuﬁlﬁydmllmkermableeﬂhﬂsmmbﬁsh

interyoptions occur.

‘Each viility dnnmbmaﬂammmmet\
mm&ngﬁmﬁﬂmeofmmdewh
utility shall fesue instractions to its employees covering
procedures o be followed in the event of emergency in

s

(

e

/

onder o provent or miffgate inferraption or iwpeinment of * 1 ()
SeIvice.

In the event of 2 national emergency or local disaster
resnlhngm&mﬁmofmmalm&gnﬁ&ymzy
mﬁepnbhsmmm@mmboﬁnm
o provide necessary service o civil defense or other
cmergency service agencies om 2 temporary basis until
normal service to these agencies can be restored.

March 31, 2013

y 4
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Arizone Admigistrative Code

Title 14, Ch. 2

A.

March 31, 2013

d
4. When a utility plas to interrapt service for more than
four bours fo perform necessary repaits or mainfenance,
the utifity shall atiempt to inftum affected cnstomers at
least 24 hours in advance of the scheduled dafe and esti-
mated duration of the service inferraption. Such repairs
shall be completedin the shortest possible fime to mini-
mize fhe inconvenizmce to the customers of the wfility.

Y\’\ond}déf The Comnission shall be notified of interruptions in ser-

vice aﬁuhngﬂmm sysiem or zny major division
thereof The i of service and capse shall be
reported wiftin four hoves afier dhie Tepresen-
tative of the utility becomes aware of said inferraption by
telephone to the Comanission and followed by a wiiiten
report 10 the Commission.

ﬂesmmdannewxﬁﬁegmdaﬁnssbbﬁshedbyﬂ:em,

Depahmofﬁealﬁam

Historical Note
Adopted effective March 2, 1982 (Supp. 82-2). Amended
subsection (F) effective September 28, 1982
(Supp. 82-5). Amenied to comrect subsection mumbering
&mﬁﬂ

R14-2-408. Meter

Frequency. Eadxmeushaﬂbereadmmﬂﬂymasdosemﬂ:e
same day as practical

B. Measuring of service

1. Al water delivered by the utility shall be billed upon the
basis of metered volume sales except that fhe utility may,
at its dption, provide a fixed charge schednle for fhe fol-
bwing

a. Temporary service where the water nse can be read-
ily estimated

b. Public and private fire protection service

¢ “Water used for sireet sprinkiing and sewer flushing,
when provided for by contract between the wutifity
and the munivipality or other local governmental

. authority
d  Other fixed charge schedules as shall be sobumitted
to aad approved by the Commission,

2. When fhere is more than one meter at a location, the
mefering equipment shall be so tagged or plainly marked
as 1o indicate the facilifies being metered, /

Customer requested retreads

1. Each ufility shall af the request of a customer reread the
customer’s meter within 10 working days zfler such
request by ihe cusiomer.

2. Any rereads shall be charged fo the cusiomerat arate on
file and approved by the Commission, provided that the
originz] reading was sof in error.

3. When areading is fonnd 0 be in error, the reread shall be
at no charge fo the customer.

Access 1o customer premises. Bach utifity shafl have the right
of safe ingyess to and egress from the customer’s premises at
aﬂmsmﬂehmﬁrmymosemnblymd
with the ufifity’s property used in frnishing service and the
exercise of any and 2l righis secured 1o i by law or these
sales. -

establich 2 regolar progem of meter testing taking imfo

acconnt the following factors:

1. Size of meler

2. Ageofmeter

Page 30
Page 91

Corporation Commission — Fixed Utilities

3. Consumption )

4. Characierisics of water.

Customer requested meter fests. A ufility shall fest 2 meter
tpon customer request and each wiifity sholl be authorized o .
charge the castomer for snch meter fest according fo the tariff
on file aud approved by the Commission. However, if fhe
meter is found to be in exvor by more than 3%, no meter testing
fee will be charged fo the customer.

Historical Note
Adopted effective March 2, 1982 (Supp. 82-2). Amended
1o comrect subsection mmbering (Sepp. 99-4).

R14.2-409. Billing aud callecfion
A Freqmmﬂmms

Eazch ufilily shall bill mondbly for services rendered.
Meler readings shall be scheduled for periods of not less
than 25 days or more than 35 days.

2. I 'the utility is uwnsble fo read the mefer on the schednled
meter read dote, the uiflity will estimate the consumption
for the billing period giving consideration to the follow-
ing factors where 2
a mmsnsgedmngﬁememmﬁof'&e

previons year
b. The amonst of usage during the preceding month.
3. Afier the sgcond consecutive month of estimating the
uiility will atiempt to secure an accurate reading of the
meler,

4, Failure on the part of the costomer to comply with 2 rea-
somable request by the utility for access to its meter may
lead to the disconfirmance of service,

5. Estimated bills will be issued only under the following
conditions:

2. Failoe of 2 customer who read his own meter fo
deliver his meter reading card o the wufility i accor-
dance with the requirements of the utility billing

cycle.

b. Severe weather condifions which prevent the utility
from reading the meter.

e. Circumsteaces that make it dangerous or impossible
‘o read the mefer, ie., locked gates, biocked meters,
vicious or dangerous aaimals, efe.,

6. Each bill based on estimated psage will indicate that it is
an estimated bill,

1. Each meier af a customer’s premises will be considered
smﬁrhﬂﬁngpnpnses,andﬂlenadingsoftwoor
more meters will not be combined,

2. Eachbill forresidential service will confain the following
mvinimom information:

Datemdmmadmgatﬂ:esmtofbmmgpmod
Previous month’s mefer reading

e pE e Rp PP
g

Past due amount (where appropriate)
Adiestment factor, where applicable
Other approved fariff charpes.

C.Bi!lmgtmns

1. Allbills fornfility services are due and payable when ren-
dered, Any payment not received within 15 days from the
date the bill wes rendered shall be considered delinguent.

2. For puiposes of this rule, the date a bill is rendered may
be evidenced by:

Supp. 13-1
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Complaint count by code from 1/1/2005 to 9/9/2016

Page 31

[Billing Complaints: |Quality of service complaints:
[High/low _|Disputed | |Response time |Customer SC |Can"t Reach Co |

Brooke Water L.L.C. 15 44 .9 22 67
Circle GityWir Co, LLC.} 0 6 2 ‘2 12
Navajo Water Co, inc 4 20 9 5 35
Payson Water Co, inc 16 56 17 27 76
Tonto Basin Water Co 7 14 6 10 30
Pine Water Co, Inc 26 33 3 4 5
Strawberry Water Co 1 6 0 3 1
High Country Water Inc 0 0 0 .0 0

Grand Total: 69 179 a6 73 226




Connie
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From: Michael Buck .

Sent: Tuesday; August 23, 2016 5:09 PM
To: UTIL-Outagell

Subject: ' OUTAGE 1 - BROOKE WATER, LLC.
PER: Brooke Water, LL.C

TELEPHONE NO.: 661-633-7526
COMPANY: Lakeside (lower) Water System

WHAT: OUTAGE

WHEN: Monday, August 22, 2016 @ 1:30 p.m.
WHERE: Parker, AZ

GEOGRAPHIC LOCATION OF COMPANY: Parker, AZ.
CAUSE: Water leaks.

ACTION: Tech on site.

DURATION: mmnmn

CUSTOMERS AFFECTED: 100

ADDITIONAL INFORMATION:

After working on a water main repair almost all night, two additional water leaks have erupted
on the lower Lakeside water system. The water service has been interrupted to at least 100 -
customers in this area. Operations and construction crews are on-site attempting to return to
service as quickly as possible. No projected time for service return is being forecast at this time,
We will endeavor to return the system to service as quickly as possible and keep customers
informed as repairs progress. ‘

Thanks you for your patience.

WHO DAMAGED UTILITY'S PROPERTY: n/a
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“Srom: Mlchael Buck

Sent: . Thursday, September 08, 2016 8:49 AM
To: UTIL-Odtagell

Cc Jodi Jerich

Subject: OUTAGE I - BROOKE WATER, LLC.

*****F']NAL*****F]N’ AL*****FIN’ AL*****F‘IN AL

PER: Brooke Water, LLC

TELEPHONE NO: 661-633-7526

COMPANY: Moovalya Keys Water System

WHAT: . OUTAGE

WHEN: Thursday, September 8, 2016 @ 6:30 a.m. to 8:30 a.m.
WHERE: Parker, AZ .

GEOGRAPHIC LOCATION OF COMPANY: Parker, AZ.

CAUSE: 'Damaged water main.

ACTION: Crew on site.

DURATION: 2 hours

CUSTOMERS AFFECTED: 30
ADDITIONAL INFORMATION:

Nhile d1ggmgtoﬂndasemcelocahonawatermamwasdamagedmﬂleSandplperareaofﬂlc
MoovalyaKeyswatersystemmPaﬂ:er AZ. Awatersystemmtemq:twnmllhavetobemade
-0 complete the necessary repairs. We believe approximately 30 customers in Sandpiper will be
sffected and expect repairs to be made in 4 hours or less. The extent of the damage has not yet
reen fully assessed and may be updated in the near future as more becomes known.

Ve apologize for this water service interruption and will endeavor to retumn the water system to
rormal operations as quickly as possible. Thank you for your patience. .

3rooke Water L1LC

[he nature of the water system repair was related to a broken service line near a water
nain. The repairs have been completed and water service has been restored to all customers
:xcept the one effected service line customer. Those repairs are in process.

i

NVHO DAMAGED UTILITY'S PROPERTY Brooke Water
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OUTAGE! - BROOKE WATER LL.C.

e FINA LAt FINAL A FIN AL #=sk

PER: Robert T. Hardcastle

TELEPHONE NO.: 661-633-7526

COMPANY: Brooke Water L1.C

WHAT: OUTAGE — Matina Village Water System
WHEN: Thursday, May 5, 2016 @ 7:00 a.m. to 8:53 a.m.
WHERE: Marina Village Watet System in Parker, AZ.
GEOGRAPHIC LOCATION OF COMPANY: Parker, AZ.
CAUSE: Emergency Repair.

ACTION: Will complete repaits and restored service.
DURATION: 1 hour 53 minutes

CUSTOMERS AFFECTED:

ADDITIONAL INFORMATION:

Please be advised that water setvice to all customers of the Marina Village witer system has been interrupted for up
m4Mmhnmedindympakmmagmqlmkmn&ﬁomWeapobgizebr&emexpwmdhtmupﬁmmd
will endeavor to return the system to sexvice as quickly as possible. )

As pe Dale Allred the technician, the repair has been made and the system is back to normal operation.

WEHO DAMAGED UTILITY'S PROPERTY: n/a
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%om: . | .Is.nichael Buck

“Sent: - Wednesday, February 10, 2016 4:05 PM
Te: UTIL-Outagell
Subject: OUTAGE I - BROOKE WATER LLC

PER: Robert T. Hardcastle

TELEPHONE NO.: 661-633-7526

COMPANY: Brooke Water LLC

WHAT: OUTAGE-Emergency

WHEN: Thursday, 2-10-2016 @ 2:30 p.m.
WHERE: Moavalya Keys 2 Water System in Parker, AZ
GEOGRAPHIC LOCATION OF COMPANY: Parker, AZ
CAUSE: ~ Emergency repair to water system lines.
ACTION: . Repair in process at this fime.
DURATION: ' Approximately 2 hours to repair.
CUSTOMERS AFFECTED: 150

ADDITIONAL INFORMATION:

WHO DAMAGED UTILITY'S PROPERTY: n/a
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Thursday, January 21, 2016 12:30 PM
To: UTIL-Outagell
Subject: OUTAGE I - BROOKE WATER LLC
PER: ‘ Robert T. Hardeastle
TELEPHONE NO.: 661-633-7526
COMPANY: Brooke Water LLC
WHAT: OUTAGE
WEHEN: Thursday, 1-21-2016 @ 9:17 am. to 12:17 p.m.
WHERE: Black Rock Dr. in fhie Moovalya Keys Water System in Parker, AZ
GEOGRAPHIC LOCATION OF COMPANY: Parker, AZ
CAUSE: . emergency repair to water system lines
ACTION: repairs made & service restored
DURATION: 3 hours -
CUSTOMERS AFFECTED: 15-20
ADDITIONAL INFORMATION:

WHO DAMAGED UTILITY'S PROPERTY: n/a

Page 36




r eriy! ?/
_g

MichaelBuck
| “Srom: Michael Buck

ssent: Friday, September 02, 2016 12:15 PM

To: UTIL-Outagell

Ce Jodi Jerich

Subject: OUTAGE1 - BROOKE WATER LLC

#x2# FINAL**+++FINAL *+++*FINAL*+*++FINAL

PER: Brooke Water, LLC

TELEPHONE NO.: 661-633-7526

COMPANY: Parker Dam Water System

WHAT: SCHEDULED OUTAGE

WHEN: Friday, September 2, 2016 @ 8:30 a.m.

WHERE: Parker, AZ.

GEOGRAPHIC LOCATION OF COMPANY: Parker, AZ.

CAUSE: Repairs. ) :
ACTION: Crewwﬂbewoﬂdngmneeessuyrepairsmdhnpmvanmﬁsﬁplaﬁstmgeﬁdlﬁies.
DURATION: 2 hours

CUSTOMERS AFFECTED: Approximately 196

ADDITIONAL INFORMATION:

Please be advised that the SCHEDULED water service interruption of the Parker Dam water system of
Brooke Water LLC of this date has concluded aud the water system has been returned to normal operating
:ondition. Water pressare shonldbemcreasingtonormallevels over the next hoar or so. -

Thanks you for your patience and consideration.

Brooke Water LL.C

WHO DAMAGED UTILITY'S PROPERTY: n/a
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Wednesday, August 24, 2016 12:09 PM

UTIL-Outagell
OUTAGE II- BROOKE WATER, LLC.

PER: Brooke Water, LLC
TELEPHONE NO.: 661-633-7526
COMPANY: Lakeside (Jower) Water System

‘WHAT: - - TEMPORARY SERVICE INTERRUPTION- PLANNED
WHEN: Wednesday, Angust 24, 2016 @ 9:20 am. to 77777777

WHERE: Parker, AZ '

GEOGRAPHIC LOCATION OF COMPANY: Parker, AZ.

CAUSE: Permanent repair of the failed PRV.

ACTION: Crew on site.

DURATION: Approx. 1 hour
CUSTOMERS AFFECTED: Most customer in the area.

ADDITIONAL INFORMATION: : -

As expected the LKS water system will have ¢o be taken out of service to allow for a permaneit repair of

_ustomers in the area.

gaihe failed PRV, This service interruption should not last longer than one hour and will effect most

This expected repair is in keeping with our previous advisories and water system repairs made over the
last 2-3 days. This repair should be a permanent repair and fnsure this kind of problem does not reoccur.

We apologize for this expected service interruption.
Brooke Water LLC
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Michael Buck e
%‘m: Michael Buck

t: Thursday, February 04, 2016 454 PM
To: UTIL-Outagell
Subject: OUTAGE I - BROOKE WATER LLC
PER: Robert T. Hardcastle
TELEPHONE NO.: 661-633-7526
COMPANY: Brooke Water LL.C
WHAT: OUTAGE ~ Moovalyza Keys Watet System
WHEN: Thursday, 1-4-2016 @ 10:30 a.m. to P2PPPPPPPe?
WHERE: Moovalya Keys Water System (Hopi Dr.)
GEOGRAPHIC LOCATION OF COMPANY: Pirker, AZ
CAUSE: Installation of a new water meter
ACTION: Installation of 2 new water meter
DURATION: POPPOPPPRPR?
CUSTOMERS AFFECTED: 20
ADDITIONAL INFORMATION:

WHO DAMAGED UTILITY'S PROPERTY: n/a
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From: ’ Al Amezcua

Sent: ' Friday, August 26, 2016 8:19 AM

To: UTLL-Outagell

Subject: OUTAGE I - CIRCLE CITY WATER COMPANY LLC

PER: Brooke Water, LL.C

TELEPHONE NO.: 661-633-7526

COMPANY: Cirele City Water Company LLC

WHAT: OUTAGE

WHEN: Thursday, August 25, 2016 @ 6:20 p.m.

WHERE: Morristown, AZ

GEOGRAPHIC LOCATION OF COMPANY: Reizen Circle site

CAUSE: A previously abandoned service line that became exposed:suffered a severe leak
ACTION: OpsmpaimmmsﬁeatReizenCr.mmakethenﬁcessaryrepairsmdreumthesystem
to normal operating condition.

DURATION: nMMMN
CUSTOMERS AFFECTED: Entire water system

ADDITIONAL INFORMATION:

From: Brooke Utilities [mailto:bui info@brookeutilities.com]
Sent: Thursday, August 25, 2016 6:34 P
Subject: Circle City Water Co. :

Date: Augaust 25, 2016
Time: 1820 hours
Re: . Water Service Interruption

A previously abandoned service line that became exposed suffered a severe leak and caused the entire
water system in Morristown, AZ to be shut down for a period of up to 4 hours while repairs are being
made, Ops repairs are on site at Reizen Cr. to make the necessary repairs and return the system to
normal operating condition as quickly as possible.

We apologize for this inconvenience and will endeavor to return the service to a normal condition without
unnecessary delay. Thank you for your patience.

Circle City Water Company LLC
WHO DAMAGED UTILITY'S PROPERTY: n/a
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Public Water System |  Water System ~ FCommuni Water stem . ;;x# Connections
. # B3 S s
15-015 %98
15-027 196
15-058 226
558
31
24

/ : MPIemesecm-eyawcopyapprapmteb;atalltbaaE‘youmanaae
or loose your copy ot} supemsarzmmedzateb: Pleasedw#oyaﬂprewousvemonsorremwmof

you may not read, copy, distribute or use this information. Please immediately
notify Brooke Water LLC at (6“81) 633-7526. .

Original Date: January 20, 1994
1# Revision: November 11, 2003
2" Revision: May 5, 2009
3" Revision: August 29,2016
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Purpose and Anthori!:_v_

cmemthepmoemnesneommuﬁlizedﬁ@maﬁwwatasupplymmoesm&é,evemda
contamination or loss of existing source. It is also the purpose of this EOP to identify and
maintain current emergency contact information of local County, State, Regional, and Federal

i ater.service interruptions Wsr)

inacoordancewiﬂ:theEmergency Operations Levels established by Brooke Water
LLC below; ' <
Emergency [ Eme Deéscription Y Required
Level pr g
Routine non-emergency watefiSfice interruption BAGC. La Paz County,
1 of two hours or less in usually effects USH '
Iess than ten customers;
operational components; f} :
Non-routi —-is‘;éf'f’:;" NCy water servi Fuption | ACC, ADEQFL.2 Paz
of not more thaics s in duratio: ally County, Customers
k. | ACC, ADEQ, La Paz
o County, Customers

: B Bt of t gt ement under Atizona Adrinistrative Codes Title 13,
erdfsirticle 116 und .al}gt Authofif§¥of the Arizona Department of Environmental Quality,
: OP must be updated any time significant changes are made tq
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EMERGENCY CONTACTS

Depending on the EOL involved with the WSI various emergency parties require, desire, or
prefer to be notified and advised. The Company primarily utilizes two methods of emergency
contact of customers and the Emergency Contacts below: first by electronic mail, and second by

direct telephone contact.
Table 1 - La Paz County
La Paz County Contact Name Telephone
. Number
District 1 DL Wilson (928) 669-6115
Supervisor ,

District2 .
Supervisor
District 3 (928¥B69-6115
Supervisor o
County (928) 669-6115
Administrator
Emergency Services (928) 667-4310
Community 1(928) 669-6138
Developmeni 7]
] . jx 2 (928) 669-6138
= T(928) 669-1100
b o {(928) 916-9631
bligWaHkS s, (928) 669-2016
a3 (928) 669-6141 or
o ki | (928) 669-2281
& ‘7 & ,, ‘t:‘:%‘;"

ADEQ (W Email Address Telephone Numbers
Daniel Vianao ; DCS@azdeq@gov (602) 771-4617
Czecholinski Wit |
Jenmifer Peterson | Inspection Compliance | JC17@azdeq@gov (602) 7714253
Dave Dunaway Monitoring and Dwd@azdeq@gov (602) 771-6403

' Protection
Steve Vogel Inspector SVi@ .20V (602) 694-1099
Jon Fiegen Inspector Fiegen.Jon@ .gov (602) 771-4634
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John Calkins Department Manager | Calkins.io gov |
Mario A. Casillas Inspector Casillas. mario .20V | (602) 771-4359
Karen L. Black Water Monitoring Black-Ka .2ov | (602) 771-4559
Table 3 - Brooke Water LLC
Customer Service CSR’s (800) 270-
Center 6084
ions Parker, AZ (928) 970-
Superintendent 0437
Operations Staff (928) 970-
. - 0439
Operations Staff (661) 973-
; 4453
Operations Staff v
Corporate Office (661) 633-
7526
Table 4 -ACC
Arizona Cofiy . (602) 542.2237

pias el
n MISSION
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Checklist of Actions to Be Completed

Immediately Following a Disaster

Note: Fhis checklist is not intended to replace the EOP and its procedures. This cheeldist should
be used as a supplemental guide only.

2 Nbﬁi'y division management
3' Assemble and assign crisis personal %
528 .
:- Establish a ¢ommunications center and contact Emergency Contacts in
accordance with EOL established dboye: ; - _
5. Isolateaffectedamstoeffectﬂleleast%emf
after Emergency Contacts haye been made. S
' 6 Perserve potable water stcrage and pIant facﬂrttes :

10 Ccntacthospltal,pohccandﬁreto addrcssspeclﬂcclrcmnstanc&sas

| 11. Contsict Emergcncy Contacts to adwse of the resolution or passmg of the
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Emeggency. Contact Notifications (ECHN)

In reporting a WSI the Company normally first communicates with its customers andEmergency

Contacts by electronic mail and subsequently by direct telephone where desired, needed and/or

appropriate. It is the Company’s policy to make emergency nofifications as quickly as possible

-after emergency event facts are reported, discovered, or understood!. All ECN’s information
shall provide at least the following information concerning the q)(gg
AR

(1) Date £
(@  Time (expressed in military time) 8 z;:«:i;‘,
()  Water system affected

@

s
(G de %iThe broken water main is located
20 rgreen Ave. in Parker, AZ. The

otmal operational levels in less than 4
relieved as required by the

\%ce interruption and inconvenience. We appreciate
e""j;f all our customers.

CustomeréandFmergencyContagts are strongly encouraged to submit current personal email
addresses for this use. Please contact the Company’s Castomer Service Center at (800) 270-6084
to make such request or provide additional current information.

1 It should be noted that not all notification parties or agencies want to be notified at the same level of

emergency.
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LAKESIDE (LKS) WATER SYSTEM DESCRIPTION

Name of Water System: LAKESIDE (LKS)

Public Water System #: 15-010

Community Water System # 91-000742.0000

Number Service Connections: 798

Persons Served: 1995 (approximately)

Number of wells: None %ﬁ
Colorado River Intakes: One located on Rlverﬂ%gb;gr
Average Daily Consumption: 85,176

Average Daily Peak Production: 116,090

Storage Tanks: 3

Storage Capacity (total):
ADWR #:

Water Treatment:
Water Treatment Method:

Booster Pumps:
Consumption Meter Type:
Electncal Utility:

. P DAM (PD)
______ » B |
Commum em #5355  91-000748.0000
Number Servios’ E‘% ectiog 195
Persons Served: \‘i s 488 (approximately)
Number of wells: 3 None
Colorado River Intakes: One located on Riverside Dr.

Average Daily Consumption: | 33,083
Average Daily Peak Production: 47,670

Storage Tanks: 3
Storage Capacity (total): 47,000
ADWR #: - C150270
Water Treatment: Yes

Page 48
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‘Water Treatment Method:

‘Water Treatment Restocked:
Water Treatment Filtering:

Fire Hydrants:

Booster Pumps:
Consumption Meter Type:
Electrical Utility:
Distribution Materials:
Backup Power Generation:
Pressure Reducing Valves:
Altitude Valves:

Remote Tank Monitoring:
Turbidity meters:

Current ADEQ Violations:

Gravel, sand, anthracite, polymer
March 2016

Backwash into settlement ponds
None

Yes, two

Sensus Model I

Arizona Public Service

ACP, PVC, C900, DIP B,
Yes; 75 kW portable trailéizi"
No ?g%

s}
Z

HOLIDAY HARBOUR (HH) WATER

Name of Water System:
Public Water System #:

Community Water System #:
Number Service Connections:

Persons Served:
Number of wells:

J‘:’ﬁ‘?:ié:‘:# L2
Colorado River

R

Altitude Valves:

Remote Tank Monitoring:
Turbidity meters:

Current ADEQ Violations:

o) A

Average Daily GonSimption: %58

' 77,198 "._1

2%
!

rhios
Y,
N

T

Y QLo
270 i,
i Ve
e Bk
aaF-approXiniaiec
R R
OHES:, ;
One gcated op Ry
48,0894 '
s Y

22 2

A
g ::‘;:{_- L Dy

6580

) o 3

R, 4
D &2

"*.‘33:;" 4

'=: T 5, ’
el, ;m@%w, polymer

Sensus Model I

Arizona Public Service
ACP, PVC, C900, DIP

Yes; 75 kW portable trailer
Yes, two .
No

Yes, one

Yes, model 1720E

No

MOOVALYA KEYS (MK) WATER SYSTEM DESCRIPTION
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Name of Water System: MOOVALYA KEYS (MK)

Public Water System #: 15-006

Community Water System #: 91-000741.0000

Number Service Connections: . 558

Persons Served: ‘ 1395 (approximately)
Number of wells: None

Colorado River Intakes: - One located on R1vers1deDr
Average Daily Consumption: 69,049 2

Average Daily Peak Production: 90,290
Storage Tanks: :
Storage Capacity (total):
ADWR#

Water Treatment:

Water Treatment Method:
Water Treatment Restocked:
Water Treatment Filtering:
Fire Hydrants:

Booster Pumps:
Consumption Meter Type:
Electrical Utility:
Distribution Materials:
Backup Power Gmeraﬁon:

Altitude Valves; <&

,«“ i
Remote Tank } 10 k.... ng
Turbidity mete 1.;,\

CU]ICIIIADEQ I'rls‘l&l .

W,

PuB
Cor

ity 3£:000751.0000

5 ~:> 2

Persons ] wn d: 2‘3 78 (apprommabely)

Number of wells £%%  None

Colorado River | u.»?z;-“ One located on Riverside Dr.

Average Daily Cons n 0 £ 6,945

Auverage Daily Peak Progiiction: 14,470

Storage Tanks: 1

Storage Capacity (total): 10,000

ADWR# C150400

Water Treatment: Yes

‘Water Treatment Method: Gravel, sand, anthracite, polymer

‘Water Treatment Restocked: March 2016

‘Water Treatment Filtering: - Backwash into Buckskin Sanitation District
Page 50
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Fire Hydrants: None

Booster Pumps: Yes, two

Consumption Meter Type: Sensus Model IT

Electrical Utility: Arizona Public Service

Distribution Materials: ACP, C900 ‘

Backup Power Generation: Yes; 75 kW portable trailer

Pressure Reducing Valves: No -

Altitude Valves: No e,
~ Remote Tank Monitoring: Yes, one S

Turbidity meters: Yes, model 1720E

Current ADEQ Violations: No

MARINA VILLAGE

Name of Water System:
Public Water System #:
Community Water System #:
Number Service Connections:
Persons Served:
Number of wells:
Colorado River Intakes:

ACP, PVC, C900
Yes; 75 kW portable trailer
No :

No

Yes, one

Turbidity meters: Yes, model 1720E
Current ADEQ Violations: No '
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Notification Procedures

(AAC.R174116.B.2)

Inthe event of an emergency the follow procedures shotﬂdbemsumtedbyallCompanystaﬁ‘
andaﬂotherauﬁonzedrepresentanves

¢) 'lheCompanysOn—CallOperauons(“Ops”)personnel h tendeavor to respond to an
emergencycondltlonasqmcklyaspossible wluleat m. T3 conducungthemselm ina
safe and professional manner,

() Opsshallassessthenatm'eofmewatersystem Squickly verifying that the
generalnatmeoftheemergencylsduecﬂy n?-?‘\-"w Sy

(3)  Ops shall advise the Operations Superi ntendEt assoonaspo ' astothenatureofthe
emergencymcludmgmeloeahonof he fya- y event, generat nbehevedforthe
event,resomcesﬂmughttobe equi m" i

(4)  Depending on the seriousdeid Sk -
@u?,qa ar .7”%.. Accordmgly,thePresment
: shallbenohﬁedofallLevel F':& el 2. SMErgencl »5-

(5)  Stop water contamination. 5,
(6) Stop Or redi v:\_‘ V‘{-"g& OSS bearings Rmi
(7) Depen g i“i"

Bluests *““&"' 2)
(8) Contactth ou::p:'n- Center (& orother aff pl‘owdeemergencyconm

nouﬁcanon ‘«ﬁé’r ise ji aufw P Provide updates every hour or as

he of ?:?{e
\

1..;,.\

N ..-.‘f-:f-f.,& \Wsﬂw OPlice ble ..... figication devices including cell phones, test
Belsand Fe wgfv;"" 0T COnsgiications: “seelech-omcmaﬂdism'buhonhstfor

Sinitial Comaktef custoriirs and noiFe o
reqmred. \’*j;u Ry ' "f?*
Maintain commiia .' _n rporate office representatives, as necessary, pubhc
el CMETgericy: %ﬂ:ﬁsmmeaﬂ‘ecbdserwcearea.
10) mu t the Arizona"E6 rahon@ommssmn (602-542-2237) andtheAnzona

Depa entof nvirdgisental Quality (hotline number: 800-234-5677) to advise of all
w: famination e; Hrences ortbreats,terronstsmcldentsorthreatsandany
mtelmpue outs 4-\\. bf a duration longer than four (4) hours. Notification via

telephone 2 ,.r%;,“ Al be used initially but all notifications must include an email
and/or fax notiNE 46N confirmation. NOTE: NOT ALL REGULATORY
AUTHORITIES OR GOVERNMENT AGENCIES DESIRE TO BE CONTACTED
AT THE SAME LEVELS OF EMERGENCY.

(11)  Ascircumstances require, or at the specific direction of the Company’s President, local
media will be contacted with a public information request. '

12) Ifreqmred or at the specnﬁc direction of the President, customer notices would be posted
in reasonable conspicuious public locations, on existing water company property,
broadcast on local radio and/or printed in a general circulation media. Customers, local,
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state, regional, and fedreal agencies will be advised by use of electronic mail distribution

(13) Ops.shal.l, where circumstances require, always flush, chlorinate, and take water test
samples of WSTI’s involving broken pipes and water contamination. Results of water

samples shall be submitted to the Company’s President as soon as they are received.

The Brooke Water LLC Parker office located on Riverside Dr. shall serve as the primary location for control and

assembly of persovmel, equiptment, and materiol. Material at this location would be utilized and transported to the
edirbpairs would be moblized and also

taken to the site.
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Customer Service Center (“CSC”)

TheCushmerSawceCentermsmﬁedbyupmﬁveCustomerSemceRepmentaqu
("CSR’s™) during regular business hours of 0800 hours to 1600 hours daily (Arizona Mountain
Time). The CSC can be reached at (800) 270-6084 at all times.

TheCSCTemMmagerstmawmoﬂmCSR’swhﬂemhngcwwmmcaﬂs,pmoessingmedit

cardpaymenis mspatchmgSemonrders(“SO’ eration Department, arranges new
service connections, manages the Customer Information Systeri B SE1S™), provides informational
and documentation support for processing customer CSCmamtamsreoordsof
all inbound and outbound customer calls, keepsup e nformation records, produces
customer bills, and is responsible for making accounts where applicable,
The CSC determines late paying customers lists to the Operations
Department for processing. When call volume. Sall:CSR’s to answer and
process inbound calls an automated system nbound, callers to leave a

g

Itlsﬂlepohcy of the"G8( ; to make every
e businesgeday Asa m ::??%TL«-

systemg
message with brief details of the nature of this
reasonable effort to return message-left calls the
CompanYmamtamsdetaﬂedmonﬂ:l service re

*;§ ng training of its processes, procedures,

'; Isﬁ El ;
Ed; documentahon that is regularly reviewed

'hcles 5 Ilﬂ“, A toa “\ :L

TR, R
: SN
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Other Related Telephone References

Backflow Specialists:

Cintas Fire Protection (Lake Havasu City): 928-855-2248
Metro Fire Equipment and Backflow (Mesa): 480-464-0509

Steve Jackson Backflow Testing (Parker): ’ 928-669-0545

Health Regulatory Agencies: -
ADEQ: | 27403 7712300 or 800-234-5677 (hotline)
AZ Department of Health Services: ST i 602-542-1025
US Environmental Protection Agency: 415-947-8000
Arizona Corporation Commission: 2%, 602-542-2237
 AZ Department of Water Resources: "%.502-771-8500
Utility P ors: '

Zarcy
%

2, : -
g
T SRS
.':‘53' (AR

928-474-4441
928-854-5050

602-616-9198

(928) 669-9624
602-444-8000
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Loss of Source

(AAC.R18-4-116A1)

Ema:geucy Services Deparlment may provide non-p otable St
for. customer access. A detailed public service announcens iuld be issued through electronic
message distribution lists to inform the public of the siEis that S i

period and the expected duration of the situation. -

Brooke Water LLC may also supplement this td:potable water made
available at a central location and/or distribid affoll service area. A
detailed public service announcement advising Cigi ; gt catioito pick up the
botﬂedwaterwﬂlbeindicmd_'lheassignedl-' T btHe d:benerally be
plamt sites. Customers whio are ngtle to leave their B i i electronic

<

nss of Stiypl-Biitita Majek. Component Failure
< '\:;;} :: e EER

S, will be utilized to defermine the approprite scotions] sontra]
th and isolate the components. The following critical components
isstored to service as quickly as possible: wells, electrical supply to

the well site, sto s ster pumps, pressure tanks, and distribution system. If supply is
insufficient due to th calfaihneofaplmpormotor,thecompanyrepresmaﬁvewﬂl

check local inventory fo vailability of a replacement part or component. Should the needed
ﬁem(s)mtbeavaihﬂeﬁomthee:dsﬁngmvemm,ﬂ:erepresenmﬁvevﬁﬂﬁmmmaau
sources in order to obtain the item(s) as well as schedule any work to be conducted within an
acceptable time frame, ,
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Brooke Water LLC will provide emergency water supply via bottled water delivery and/or water
hauling as the situation requires. The following are potential altemative vendors for replacement
of failed components:

Lewus Electric: 928-468-6320
Dana Kepner Co.: 928-537-4076

If a building, pump house or storage facility should collap :% be damaged in any way,
immediate steps must be taken to minimize damage a
contamination. The appropriate contractors would be contagit i
of the facility. s

FATia; "5" consumption situations.
rﬁgble interruption of water
: y power to the intake pumps
ater LLC has 1ts own 75 kW moblle trailer

&bclncal components, Brooke’s in-house staff

b}"@gontacung our various elecl:ncal contractors to

(AA.C. R-18-4-116A.4)

Backflow and cross conngtiion problems are recognized caused in situation of microbiological
or chemical contamination of a water supply. Implementation of Brooke Water LLC’s Backflow
Prevention Plan is utilized to reduce the frequency of this situation. In addition, Brooke Water
LLC Brooke Water LLC collecis water samples regularly which are submiited for
microbiological sampling required by state and federal regulations to Legend Technical Services
of Arizona (602-324-6100).
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In the event of a cross connection or backflow event:
=1t CVCl¥ 01 a cross connection or backflow event:

1. Idennfythesomceofﬂaecontammanmbywsualmspecuonsofﬂlemﬁastucnueand
semoearea,chlonnemdualsamphngandotherwaterqua]rtyteshng

2. Once identified, the canse of the contamination shall be immediately isolated or
disconnected.

3. Any affected areas would also belsolatedandappmpnatelytreated,dlsmfected,or
neutralized. Treatment includes, but may not be limited t%%ne flushing and chlorination
of the affected area. SEREE

4. I necessary, those affected areas of the prodiiiicg
d:lsm'butlonsystemvvouldalsoberepMor et A

5. Armangements for alternative water sources Ay

“Alternative Sources of Water”). S - N
6. ACC, ADEQ, and all affected or potend affected o Z{ﬁ’ d be immediately
notified in accordance with the No if i S : .
7. Once the contamination has been net od, dtoring and sample
 collection for laboratory testing would™ o dsumti olifem levels are
within the acceptable range (0 05 mg/l) fo vl “‘“" : efyice may be
restomd. * ’A.:- - .' )

o ""1. e
S “},_—C: s .

%\ x\.\. %} A
Implenj:an i:l;‘zs n \ *Y% . ’s Bat
-v-nm of this themical or

R included herein, is utilized
loglcal contamination. In addition, Brooke

?\1\.\

Water LLC collects *‘”Hw....ﬁ_{\ Teg ly, p mn  are submitted for microbiological sampling

e 2evitations to Legghd Techmical Services of Arizona (602-324-

55 iy may be ntacted

2. -—n- f*'-\"%t ht J;.. ofﬂ1econtammauonshallbeimmediaielyisolatedor
dnico:mﬁt':l:ed,g

3. Any affected areas Woulda]sobeisolatedandappropnatelytreated,dmnfected,or
nemra]ized.Treahnentinclud&s,bInmaynotbehmrtedto line flushing and chlorination
of the affected area.

. 4. Ifnecessary, ﬂ:oseaﬁ‘ectedareasoftheproducuon,h'eannent,tramm]smon,or
distribution system would also be replaced or removed from service.

5. Anangementsforaltemauvewatersomoesmaybelmhzeddtmngthmﬁme(See
“Alternative Sources of Water”).
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6. ACC, ADEQ and all affected or potentially affected customers would be immediately
notified in accordance with the Notification Procedures.

7. Once the contamination has been neutralized, additional laboratory testing would be
performed until Total Coliform levels are within the acceptable range (0.05 mg/I) for safe
drinking water and service may be restored.

Collapse of Reservoirs
i,

(A.A.C.R-18-4-116. A. 5)

If a building, pump house, or storage faclhty should gl 5 or be damaged in any way,
~ immediate steps would be taken to minimize damage St piotect the water supply from
contamination. The aforementioned notification procediires, 16 ': of supply procedures, and
contamination procedm'es should be followed imyiik 1 ate contractors would

Ifamamlmeorsemcehnem,, v; stepswouldbetakento
minimize water loss and water copf i ma o 'I'he afo K@--u notification procedures,
determination of emergency Level, 18 “, f nm ,9, i isi i
should be followedas app ' jate Gh

¢ '-‘:r-gg' o

' !!('{ 3 EH o et nnecuons with other water purveyors. In
an -'m T"w-: unavallable for use, water would be hanled

. .Z_ water %&s, and/or bulk bottled water providers would be

enignif water supply.

'F

Once repairs are completed the affected portion of the d15tnbuhonhnesw1]lbeﬂushedus1ngﬂ1e
most appropriate outlet within the isolated area. Flushing should be completed by opening the
valves in the closed area only after opening the appropriate flush out valve. These valves should
be closed one at a time in order to allow release of all water in the distribution lines during the
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time of the contamination, emergency and/or repair efforts. If air is found in the lines it will be
necessary to and/or repair efforts. If air is found in the lines it will be necessary to allow free
ﬂowmﬁlmostoftheairhasbeenremovedﬂ'omﬂlesystem.

Disinfection and Testing Procedures:

Disinfection of the affected portion of the distribution system will be conduced in- accordance
with Arizona Department of Environmental Quality (“ADEQ”)QZ@gulah

E
;

completion of the flushing and prior to returning the system tg liService, the affected area will
be tested for a chlorine residual at each of the flush out logatioRs. If the chlorine residual is not
evidcnt,ﬂaatporﬁonofﬂiesystemwillbéﬂumdand' &d again. A second residual will

- Shlorine residual is atiained,
s in duration. Once the
ological samp"i%’%g be taken within 24

.betaken.'I‘hisprooedm-ewi]lberepeatedmItila FisE
Residual tests would continue for a period not g#
affected portion of line has adequate residual asf
hours thereafier. '
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Critical System Components that Shall Remain in Service or Be

- Restored as Quickly as Possible

(A.A.C.R-184-116B4)

The following critical system components shall remain in service or be restored to service as
quickly as possible:

1. Colerado River intake pumps as noted in system escrifion section of this plan
2. Electrical supply to sites, booster sites, pressure tankes -
. 3. Storage tanks
4. Pressure tanks

5. Distribution System

6. Various blow-off valves
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Critical Component Inventory

(AA.CR-184-116.B.5) .

An inventory of many critical components is mainiained and stored at the Parker Division
Operations Office. Written requests, telephone contact and electronic mail requests are used as a
means for operators and contractors to request items, which
work orders or the inventory masters list.

In the event spare parts, pumps, or motors are required
Division Operations office inventory, the following
obtain the item(s) as quickly as possible: 3

Dana Kepner Co.:

o e [ | . ::ﬁ_ o5 : . -‘-'
Staff Training in Emergen&iOperatitn Procediitss
2 e =

Tt o)
e e
A5 R EF
SHETREAC, RIB- 4-116. B N
R 2 3

s

e < s, of Broo LLC’s water systems will be
;.'& Any ¢ ."%Mm- without a copy of
3 ‘of Brooke:\ ggter LLC. Each employee

fermation provided herein.

. Any and all modifications, changes or
% regulatory agencies in order to maintain
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Critical Component Inventory

(AA. CR-184-116.B.5) .

Anhvemoryofmanyaiﬁcalcomponemsismaintainedandstoredatﬂ:ePadcer Division
OperaﬁomOﬁw.Wﬂummqumtelephommmamdelemﬁcmaﬂmqu&mmusedasa
means for operators and contractors to request items, which may not be specifically listed on

In the event spare parts, pumps, or motors are required

Division Operations office inventory, the following sy §
obtain the item(s) as quickly as possible: &

All water operators and authorized réf
issued a copy of this EOP upon start & :

IO v?\c: es. Any and all modifications, changes or

st regulatory agencies in order to maintain

Page 62

Page 23 of 23




EXHIBIT C




petiod (1999 —2015). Total revenues have stayed relatively flat during this entire
period and total net plant-in-service has dropped slightly (from $865,213 recorded at
the end of 1999 to $662,003 recorded at the end of 2015) indicating that only small
additions have been made to plant during this 15 year period.

Staff noted that the annual cost-of-service utilized to set the Company’s
cutrently approved rate anticipated a recurring level of annual Repairs and
Maintenance expense of $267,309 whereas actual Repaits and Maintenance expense
has been substantially below this level. In 2015, report Repairs and Maintenance
expense was $89,508.

Circle City

As shown on the second page of the attachment to this Memorandum, Citcle
City Water Company has routinely reported substantial Operating Losses during this
same approximately 15 year period. Total reported revenues were relatively flat
during this period of time. This data also suggests that relatively substantial
investments were made in plant-in-setvice in 2008 and perhaps again in 2012.

Page 2
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EXHIBITD




For the Company’s Customer Service, Staff recommends the Company provide the following
information within 60 days of the Decision in this Docket:

1. Call Center Matrix — Please provide an otganizational chart of the company’s call center.

2. Call Center Hours of Operation — Please provide the operating hours of the company’s
call center including each day of the week when the call center is operational and the
operating hours fot each operational day.

3. Call Center After Hours — Please discuss in detail how the company handles emetgency
calls after hours.

4. First call resolution — Provide the petcentage of calls that the agent resolves the caller’s
issue without having to escalate, transfet or return the call

5. Percentage of calls blocked — Provide the percentage of callers that received a busy tone
when they call

6. Average time in queue — Provide the average amount of time callers wait in call queues
before an agent responds.

7. Average after call work time — Provide the avetage amount of time an agent spends
completing work related to the call after they finish the call

8. Setvice level - Provide the percentage of calls answered within a specified number of
seconds.

9. Average abandonment rate — Provide the petcentage of callers who hang up before
reaching an agent.

10. Agent tutnover rate — What is the percentage of agents who leave the call center?

11. Average speed of answer — Provide the average amount of time it takes for the.call to be
answeted by an agent or the Automatic Call Distributor (ACD).

12. Average handle time — Provide the average amount of time an agent spends speaking with
the caller, including hold time.

13. Schedule adherence — To what extent do call center agent adhere with their assigned
schedule?

14. Escalation Matrices — Provide 2 matrix of the how calls are escalated to call center
supetvisots and managers.

15. Call Scripts — Please provide copies of sctipts provided to agents on how to respond to
general and specific types of calls. :

16. Step-by-Step Call Resolution Flow Charts — Please provide flow charts for call resolution.

17. Call Center Training — Please discuss the training offered by the company to its call center
agents. '




WS-02987A-16-0275

Arizona Corporation Commission
Utilities Complaint Form

Investigator: Michael Buck Phone: 602-364-1065 Opinion Date: 9/20/2016

Opinion Number: 2016 - 134751 Priority: Respond within 5 business days
Opinion Codes:  Rate Case ltems - In Favor Closed Date: 9/20/2016 4:23 PM
First Name: Christina Last Name: Yaeger Account Name: Christina Yaeger
Address: 4760 W Ponderosa Lane

City: Glendale State: AZ Zip Code: 85308

Cell: (803) 537-9567 Email:

christina_m_yaeger@yahoo.com

Company: Johnson Utilities L.L.C. dba Johnson Utilities Division: Sewer*
Company

Nature Of Opinion

Docket Number: WS-02987A-16-0275 ’ Docket Position: For

| am filing my comment in FAVOR FOR Amy Simpson's Docket # WS-02987A-16-0275. Water is a basic
human necessity to sustain life, human, plant and animal. Johnson Utilities either needs to reinstate the
standpipe that they has come to rely or follow thru with their agreement to install water lines to the property.
A parent should not have to worry about whether they will be able to safely obtain water for their family. It is
very clear that Johnson Utilities has not followed thru on what they promised and have created extreme
hardship on Mrs Simpson and her family. Regards, Mrs Christina Yaeger

Investigation
Date: Analyst: Submitted By: Type:
9/20/2016 Michael Buck Telephone Investigation
Entered into the record and docketed. Closed.
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BEFORE THE ARIZONA CORPORATION COMMISSION

DOUG LITTLE
Chairman
BOB STUMP
Commissionet
BOB BURNS '
Commissioner
TOM FORESE
Commissioner
ANDY TOBIN
Commissioner

IN THE MATTER OF RECENT WATER DOCKET NO. W-03039A-16-0322
OUTAGES, WATER QUALITY, AND

CUSTOMER SERVICE ISSUES AT W-03510A-16-0322
BROOKE WATER, LLC AND CIRCLE

CITY WATER LLC AND THE NEED FOR DECISION NO.
POTENTIAL REMEDIAL ACTIONS ORDER

Open Meeting

September 23, 2016
Phoenix, Arizona

BY THE COMMISSION:

FINDINGS OF FACT

INTRODUCTION

1. On August 21, 2016, at approximately 9:00 p.m., a water outage occutred on the
Brooke Water, LLC (“Brooke™) Lakeside Water System (“Lakeside”) with setvice interruptions of
vatying magnitudes occurting over a three day period from five separate water line breaks. The
Arizona Cotporation Commission (“Commission”) held a Special Open Meeting on Monday, August
29, 2016, to receive a status update on the water outages, water quality, and customer service issues at
Brooke and Citcle City Water Company, LLC (“Circle City”) and to discuss a possible complaint order
to show cause, possible preliminaty relief, or other enforcement action. After a lengthy discussion of
the outage and measures taken by the Company to address the outage, the Commission asked the

Utilities Division Staff (“Staff”) to do an investigation of Brooke and Circle City, their complaint

1 Brooke was incorporated in 1995; it is owned by Robert Hardcastle (managing member) and Chrystal Investments, LLC
(a California registered Company).
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Page 2 Docket No. W-03039A-16-0322, et al.

histoty, citcumstances surrounding the outage, and other matters relating to customer responsiveness,
financial fitness and operating condition of the Companies’ plant. Staff was asked to also look at the
histoty of other affiliated water companies in Arizona. This Memorandum contains Staff’s analysis
and recommendations with respect to remedial actions. During its preparation of this Report, Staff
conferred with Mr. Hardcastle on the findings and recommendations contained herein.
BACKGROUND
Short Summary of Brooke, BUI and Arizona Holdings

2. Brooke and Circle City ate owned by Robert. Hardcastle (10 percent) and Chrystal
Investments (90 percent). They providé water service to an area north of Parkér, Arizona aloﬁg the

Parker strip, and to an area near Circle City, Atizona. Mr. Robert Hardcastle 1s the managing member

|| of Brooke and Citcle City. These two companies wete otiginally owned by Consolidated Water

Utilities Co. LTD (“Consolidated”). Consolidated filed a bankruptcy petition under Chapter 11 and
subsequently all of the assets of Consolidated were sold at an auction sale on October 16, 1995 to
Btooke. In Decision No. 59435 (December 29, 1995), the application for approval of the sale of
assets and transfer of Certificate of Convenience and Necessity (“CC&N”) of its Apache Junction
Division from Consolidated to Brooke was approved.?> In Decision No. 59754 (July 18, 1996), the
application for approval of the sale of assets and transfer of the CC&N of Circle City and Brooke
from Consolidated Ltd to Brooke was approved by the Commission.

3 In 1996, Brooke purchased United Utilities, C&S Water Company, Desert Utilities,
E&R Water, High Countty Water, Pine-Oak Water and Williamson Waterworks, all of which had
outstanding Orders to Show Cause with customers expetiencing billing issues, water service issues and
water shortages. See Decision No. 58779. The systems were in a deteriorating state.

4. In eatly 1998, applications were made to reotganize the water utilities’ structure of

Brooke Utilities, Inc. (“BUI’)> to correspond with geographical boundaties. The applications included

2 In Decision No. 59435 (December 20, 1995), the transfer of the Apache Junction Division from Brooke to the Water
Utilittes Community Facilities District and cancellation of the CC&N for Apache Junction was approved.

3 BUI was controlled by Chtystal Investments LLC which owned 90 percent of the stock and by Mr. Robert Hardcastle
who owned the remaining 10 percent of the stock. BUI is registered as a foreign corporation in California. The
Commission’s e-Corp lists BUI as not in good standing and having been administratively dissolved for not filing annual
reposts.

Decision No.
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requests for approval of the transfer of portions of assets and corresponding CC&Ns of BUI’s
existing water companies, Brooke Water, C&S Desert Utilities, High Country, Pine-Oak E&R, United
Utilities and Williamson Waterworks to the following companies: Brooke Water, Citcle City Water C.,
LLC, Tonto Basin Water Co., Inc., Payson Water Co., Inc., Pine Water Co., Inc., Strawberry Water
Co., Inc., and Navajo Water Co., Inc. (“Transferees). The putpose of the reorganization was to
achieve operating, administrative, and regulatory reporting efficiencies. There were no changes in
terms of rates and tatiffs, ownership, management or operations of the current water systems. The
Commission approved the reorganization on June 19, 1998, in Decision No. 60972.

5. Various sales and condemnations have resulted in CC&N cancellations for the Pine
Water Company and the Strawberry Water Company. On October 6, 2009, a Final Order of
Condemnation was entered by the Superior Court in Case No. P1300CV20090785 vesting
ownetship and possession of Pine Water Company and the Strawberry Water Company in the Pine
Strawberry Water Improvement District. The CC&Ns for both Pine and Strawbetry were cancelled
on Aptil 6, 2010.

6. Payson Water Company, Tonto Basin Water Company and the Navajo Water
Company were subsequently sold to J. W. Water Holdings in June, 2013 under a confidential Stock
Purchase Agreement.

7. Brooke and Circle City ate located in the Counties of La Paz and Maricopa
respectively. Brooke serves approximately 2,000 customers and Circle City serves approximately 190
customers respectively®. Brooke® has 7 systems (if Citcle City is included as a system) with customer
counts as follows: Holiday Hatbor (226), Lakeside (799), Matina Village (226), Moovalya Keys (553),
Patker Dam (191), Rio Lindo (31) and Circle City (190. Tariffs for Brooke Water have been in effect
since April 1, 1994. Tariffs for Circle City Water Co. have been in effect since January 8, 1998.

The Recent Brooke Water LLC Outage
8. The outage occutred on a Sunday evening around 9:00 p.m. in Parker, Arizona. It

initially affected approximately 50 customers. Mr. Hardcastle first reported the outage to the

4 Annual Reports for year ending 12/31/2015.
5 Annual Repott for Year Ending 12/31/15.

Decision No.
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Commission’s Consumer Services Division on Monday, August 22, 2016, at 1:44 p.m. Two additional
leaks erupted and were reported.

9. In the morning of August 23, 2016, at 7:09 a.m., Mr. Hardcastle provided an update
advising that Company personnel had again worked through the night repaiting water main leaks. The
main leaks were caused by a high Pressure Reducing Valve failure. The valve was located between
four sections of customers separating upper Lakeside from lower Lakeside. The customers ate
separated by vatious pressure zones because of elevation differences in the setvice ateas. A high
pressure reducing valve holds back high pressure on one side of a valve against lower pressute on the
other side of the valve: The Compaﬁy also reported that two additional leaks had erupted. On
Tuesday evening, August 23, 2016, Staff was advised that the valve was repaited and water was slowly
being introduced back into the lines and that by approximately 10:00 p.m., the lines were fully
pressurized. Water setvice had begun to slowly return to interrupted customer setvice sites on August
23rd. According to the Company, complete pressurization of the system was completed the evening
of August 23rd. Mr. Hardcastle also advised in an email communication to Staff the next morning
that water (non-potable) was delivered to a location in Parker for customers’ use and bottled water
was also delivered.

10. Staff Engineer Frank Smaila noted that there had been a total of 5 breaks between
Sunday evening and Tuesday at 1:30 in the morning. The breaks occutred over a three day period
(August 21, 2016 thru August 23, 2016). The breaks were in the same general areas in the low
elevation area around the river.

11. At the Open Meeting, Mt. Hardcastle stated that on Tuesday motning, after numerous
conversations with the water operator, Dale Allred, he made the decision to contact other ihdustry
sources because of the number of items that needed attention. He contacted EPCOR (Lake
Havasu/Bullhead City) to assist in returning customers to service. On August 24® EPCOR made
permanent repairs during 2 planned outage lasting about an hour, which included rebuilding the
pressure release valves. Mr. Hardcastle then teported to the Commission’s Consumer Section that the
Lakeside water system was functioning normally. EPCOR should be commended for providing

assistance to a smaller water company when it needed help.
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12. At various times of tepair during this petiod as many as 200 plus customers (and as
few as 50 plus customers) were out of service depending on pressure zones tepair status and
construction replacement. The Lakeside system has approximately 800 customers with 200 of these
customers on the lower system and 600 on the upper system.

13. Consumer Services and others at the Commission began receiving calls from
customets and County Officials on August 23 about the outage. They reported that they were
having difficulty reaching the Company personnel to obtain information on the outage. Chaitman
Little convened 2 meeting with a number of agencies on Friday morning, August 26th. The primary
purpose of the meeting was to discuss what went wrong with the communications regarding the
outage and the need to immediately determine that the water was safe to drink. An ADEQ inspector
went out on Friday to test the water to ensure that it was safe to drink. Notification was received
from ADEQ over the weekend that the water was clean and safe to drnk.

14. Apparently, County and Emergency officials had not been contacted about the outage.
One Official indicated that while the outage occurred on Sunday, he did not hear about it until
Tuesday. Further, he heard about it from a customer; not the Company.

15.  Because of the numetous concetns raised regarding water safety, lack of
communication and other concerns such as the safety of the asbestos piping used in the system; the
Utilities Division Staff was asked to look at these issues and report back to the Commission.

STAFF ENGINEERING, CONSUMER SERVICE AND FINANCIAL FINDINGS
The Brooke Water Plant Facilities -- Engineering Field Inspection Findings

16. The plant faciliies were field inspected on August 29, 2016, by Staff Engineer Frank
Smaila. Dale Allred, Brooke opetations superintendent, accompanied Mr. Smaila on the site visit.

17. Lakeside watet system’s main and only water source is the Colorado River. Two 10
horsepower pumps are utilized to transfer river water to two pressure sand filters. Pressure filters are
used to remove solids from the river watet. Pressute filter backwash is sent to two 50,000 gallon lined
backwash ponds. The Company owns three storage tanks (1-50,000 gallon, 1 — 100,000 gallon and 1-
300,000 gallon) in the Lakeside water system. The filtered water is chlorinated and sent to a 50,000

gallon storage tank. This storage tank utilizes a 25 horsepower booster pump to deliver the
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chlorinated drinking water to a 300,000 gallon and a 100,000 gallon storage tank. The tanks and one
Pressure Reducing Valve deliver the drinking water to approximately 800 ptimarily residential
connections.

18. Staff determined based upon its field inspection that the mechanical equipment is in
good working order and maintained adequately. The exterior of all plant equipment made of steel has
not been adequately maintained. The majotity of the distribution system piping is made of asbestos
cement and the safety of the piping was questioned during the Special Open Meeting.

19.  Staff Engineer Smaila obsetved through use of a camera telephoto lens, that the rust
was quite extensive on the 50,000 gallon stot;‘lge tank with the possibility of rust through to the tank
interior suspect. If the interior has been compromised, contamination could occut.

20. At the Special Open Meeting, much concern was expressed regarding the asbestos
cement piping. At the Special Open Meeting, Mr. Smaila indicated that the pipes have been in the
ground since 1962 and are probably getting near the end of their useful life. This type of pipe was
installed in water systems in North America starting in the 1930s until early in the 1980s. It was an
affordable non-corroding alternative to metallic pipes in areas prone to corrosion. Health concerns
often led to the installation of new pipe materials including metallic or PVC, although thete was no
evidence of water-born fiber related illnesses. Asbestos cement piping as of the mid-1990s in North
America was as high as 12 to 15 percent of all potable water mains. The Company is subject to
mandatoty participation in the Monitoring Assistance Program (“MAP”). However, MAP only
conducts asbestos sampling at the entry point bf the distribution system. MAP last analyzed for
asbestos in February of 2013 and the results were nearly non-detect. According to ADEQ the
asbestos sampling frequency for Lakeside is only once every 9 yeats.

21. In the Lakeside System, Pressure Reducing Valves are used to reduce the pressure of
the water delivered to customers in low lying areas. If it were not used, the water pressure in low lying
areas would be well over 100 psi. The Pressute Reducing Valve first failed on August 21, 2016
resulting in the first water line break on Harbor Drive. It is surmised that the break was not
recognized as being related to a failute in the Pressure Reducing Valve at that time. After four more

breaks, the operator noticed on August 23, 2016, a small diameter copper line, patt of the Pressure
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1 [[Reducing Valve, was leaking. This was repaired and then the operator noticed that the Pressure
2 ||Reducing Valve was not operating properly. Mr. Hardcastle took the extraordinary step of calling
3 ||EPCOR in to help because of the number of issues presenting.
4 22.  The Utllities Division Engineering ’Section made the following conclusions based upon
5 |l the site visit and analysis of information obtained regarding the Brooke — Lakeside’s operations:
6 a) The Lakeside water system consists of two 10 hp pumps, two pressute sand filtets, two
7 50,000 gallon lined backwash ponds, one chlorinator, three storage tanks, one booster
8 pump, one pressure reducing valve and a distribution system setving approximately
9 800 primérily residential connections.
10 b) The Lakeside water system has adequate soutce production and storage capacity to
‘11 serve the present customer base and approximately 1,100 additional customers.
12 c) The majority of the distribution system piping is made of asbestos cement.
13 d) " Dale Allred, operations superintendent, supetvises the operation of Lakeside water
14 system and six other water systems and has approximately seven years of experience as
15 a certified operator. Mr. Allred does a good job running the water system and is
16 extremely conscientious, but appears to lack experience and knowledge of Pressure
17 Reducing Valves
18 e) All of Brooke Water Systems, PWS No’s 15-006, 15-010, 15-011, 1527, 15-040, 15-058
19 and 07-112, are in compliance with ADEQ requirements and are cutrently delivering
20 water that meets water quality standards required by Arizona Administrative Code
21 (“A.A.C”), Title 18, Chapter 4.
22 f) The Company is not located within an ADWR Active Management Area and all
23 Brooke Water Systems are currently mnot in compliance with departmental
24 tequitements governing watet providers and /ot community water systems.
25 2) According to the ACC Utilities Division compliance data base, the Brooke — Lakeside
26 System has no delinquent Commission compliance items.
27 h) The Company does not have a Curtailment Tariff on file.
28
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1) The Company has an approved Backflow Prevention Tariff on file with an effective

date of January 13, 1994 when the water system was owned by Consolidated Water

Utilities, LTD.

)i The 50,000 gallon storage tank has extensive rust and possibly the interior has been
compromised.

k) The exterior surface of all tanks have sutface rust and degrading paint.

) The water loss cannot be calculated due to the Company not measuring the backwash
water utilized.

m) The 100,000 storage tank was ovetflowing drinking water contributing to overall watet

loss.

n) The Lakeside water system experienced service interruptions from five separate watet

line breaks over a three day petiod (August 21, 2016 through August 23, 2016.)
Circle City Plant

23. According to its 2015 Annual Report, the Circle City water system consists of one 75
gpm groundwater well, four storage tanks (totaling 125,000 gallons), two 10 hp booster pumps, and
one 5,000 gallon pressure tank, one chlorinator and a distribution system serving approximately 186
customers. The system is located in Maricopa County, is self-sustaining and does not purchase water
from another water system. Dale Allred is the certified operator.

24.  According to the Maricopa Environmental Services Department (“MESD”)
Compliance Status Report, dated September 7, 2016, MESD reported that Public Water System
(“PWS”) No. 07-112 is in compliance with MESD requirements and is currently delivering water that
meets water quality standatds requited by Arizona Administrative Code, Title 18, Chapter 4.

25. The water system is not located within an ADWR Active Management Area. Staff
received Water Provider Compliance Status Repotts dated September 1, 2016. ADWR reported that
the water system is currently not in compliance with departmental requirements governing water
providers and/or community water systems. ADWR states that “No Record of Submission for 1st

Update of their System Water Plan” has been provided as required.
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Customer Service and Outages - Consumer Service Section’s Findings

26. Staff looked at the complaint history of Brooke and Circle City and the number of
unplanned outages which occurred in the last yeat, as well as the Company’s handling of the outag;: in
August, 2016.

27. Brooke’s complaint history from 2005 through 2016 is contained in Attachment B at
pages 14-15. Complaints filed with the Commission have gone from a high of 40 in 2012 to 20 in
2016. Complaints in Citcle City have gone from a high of 13 in 2012 to zero in 2016. Of the 20
complaints filed in 2016 for Brooke, the top issues were billing, outages and customer setvice.

28. The Company also provided its call center statistics for Januaty through August of
2016. The Company’s call center categorizes the calls into one of the following 11 categories: 1)
setvice on request; b) close account (setvice off); ¢) statement and payment inquiry/bill copy; d) meter
re-read request; €) payment arrangement; f) leak report; g) water setvice interruption/conservation; h)
customer account inquiry; i) credit and payment process; j) disconnections related and k) other.

29 With respect to outages, in addition to the service interruptions and outages
experienced during the event in August, 2016; Brooke has had 4 other unplanned outages and Citcle
City has had 1 unplanned outage in 2016. The cause of the other four unplanned outages in Brooke
wete to repair emergency leaks. Most wete 2-3 hours in duration. The number of customers affected
was from 15-150.

30. With respect to the August incident involving the Lakeside system, notification could
have and should have been handled more efficiently. Customers that had provided their email
addtesses, if updated, received notices and updates. If a customer did not register his email address,
he did not receive a notice or update.

31.  Notifying County Officials, the Arizona Department of Envitonmental Quality
(“ADEQ?”) and others was cleatly ovetlooked.

32. Staff had difficulty reaching Mr. Hardcastle multiple times throughout the outage. The
La Paz County Sheriff’s office called to see if we could contact Mr. Hardcastle or provide a number.
King Clapperton, a La Paz County Supervisor, advised that he was also unable to reach Mr.

Hardcastle. The Staff had the same telephone numbers the County Officials were using. Staff agreed
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to get their messages to him if Staff was able to make contact. Later, Staff learned that at no time was
Mt. Hardcastle in the Parker Area duting or after the outage.

33. Consumer Services began receiving calls Tuesday afternoon. Some customets did not
want to be identified and thus the Staff agreed not to include their names in the Commission’s
database.

Financial Fitness of Brooke and Circle Ciity

34. Btooke has not filed a rate request since the eatly 1990s. The Commission’s Revenue
Requirements and Audits Section looked at vatious financial indicatotrs to gauge the continued
financial fitness of the Brooke Water and Circle City Water Companies. The Division also looked at a
history of certain financial parameters for all of the Companies managed by Mr. Hardcastle over the
years.

35. Brooke Water’s last request for a rate increase was in 1991, which was prior to Robert
Hardcastle’s purchase of the Company. The financial analysis shows that in general Brooke has
consistently reported strong Net Income levels for all years during the review petiod (1999-2015).
Total tevenues have stayed relatively flat during this entire period and total net plant in service has
dropped slightly (from $865,213 recorded at the end of 1999 to $662,003 recorded at the end of 2015.
This indicates that only small additions have been made to plant during this 15 year period.

36.  Brooke reported Net Income in excess of $300,000 in 2015 on a remaining rate base
of approximately $662,003. Based upon Staff’s very cutsory review of this matter, Brooke appears to
be over-earning.

37. The annual cost-of service utilized to set the Company’s rates included a recurring
level of annual repairs and maintenance expense of $267,309; however actual repairs and maintenance
expense has been substantially below this level. For instance, in 2015, repotted tepairs and
maintenance expense were $89,508.00

38. The Company is considering filing a rate case sometime within the next 5 years.

39. Citcle City has not filed a rate case since the 1990s. It has routinely reported

substantial Operating Losses duting the same approximately 15 year petiod (e.g. (92,138) in 2015).
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Total reported revenues were relatively flat during this petiod of time. The data also suggests that
relatively substantial investments were made in plant-in-service in 2008 and perhaps again in 2012.
History of the Company’s Management of Other Arizona Water Companies

40. The Utilities Division was asked to also look at the management of companies
affiliated with Brooke and Circle City in Arizona and issues arising during their operation under BUL

41. At the Special Open Meeting, Mr. Hardcastle stated that he has been in the water
business for 25 years. During that time he stated that he has had 11 different companies, 43 different
water systems, and responsibility for 11,000 customers. In reviewing the history of water companies
owned by BUT in Arizona, BUI has purchased companies that were in financial distress (Consolidated)
and suffered from various problems, predominantly those associated with water shortages. He
acquired several, including Brooke and Circle City, in an auction conducted as part of a Chapter 11
bankruptcy proceeding involving Consolidated Utilities.

42. Several others, including what latér became the teorganized Payson, Tonto Basin,
Navajo, Strawberry and Pine companies, were putchased at a time when the companies had
outstanding Orders to Show Cause with customers experiencing billing issues, water service issues and
water shortages. See Decision No. 58779. Prior to BUI taking over from the previous owner, Rich
Williamson, the systems were in a deteriorating state. Following is a shott history of the BUT affiliated
companies in Arizona.

Pine Water Company and the Strawberry Water Company

43. Pine provides water setvice to approximately 2,000 customers® in Pine Arizona, an atea
located 15 miles northwest of Payson in Gila County, Arizona. The Strawberry Water Company
provides water setvice to approximately 1,079 customers in Strawberry, Arizona.” Pine in particular
suffered from a myriad of ttoubies before it was purchased by M. Hardcastle and Brooke Utilities in
1996. The territory setved by Pine was subject to water shortages, where groundwatef is the primary
soutce of water. Pine Watet’s setvice area was susceptible to shortages in dry years and during the

summer months when demand was highest. Various decisions of the Commission, Decision Nos.

6 See Annual Report for year ending 12/31/08/
7 See Annual Report for year ending 12/31/08.
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56539 (July 12, 1989), 56654 (October 6, 1989), 57047 (August 22, 1990), and 59753 (July 18, 1996),
imposed a moratorium, and prohibited additional main extensions with some slight modifications in
the later decisions to allow a limited number of new service connections under certain conditions.

44, Tt appears that BUI invested substantial capital ($1.2 million) in the Pine and

| . . . . . .
Strawbetry Water Companies to improve their operational efficiency and to augment their water

supply. His most significant improvement was “Project Magnolia,” an eight-inch, 10,300 foot long
water pipeline connection from the Pine Water system to the Strawberry Water Company. It can
transport more than 700,000 gallons of water daily from Strawbetry (where groundwater is more
plentiful) to Pine or .ViCC versa. New wells wete drilled by both Compénies and storage capacity was
added to both systems. In addition the Company also represented that it recaptured water by
repairing leaking infrastructure and more than 700 leaks in the combined System areas. The
Companies also replaced non-functioning meters (approximately 400) in the combined setvice areas.
The improvements were such that the application of Pine for modification of the motatotia on new
service connections and main extensions was approved subject to certain conditions.

45. Pine filed a rate case in 2003 and the Commission apptoved a settlement agreement
with modifications. During this case, the issue of léck of timely responses to customers came up. The
process required customers to call a 1-800 number to report leaks. It was reported that it often would
take hours, if not days, before a setvice petson was dispatched to repair reported leaks. When the
Company’s actions were compated to its guidelines, the Commission noted that the policy described
in the Company’s written guidelines was not being followed consistently. Decision No. 67166 also
noted that calls to the call center in California are often dropped or, even if the caller gets through to
an opetator, responses to teported leaks are not investigated in a prompt manner.

46. In Decision No. 67166 the Commission found:

We believe that it is incumbent upon a public setvice corporation to be
responsive to customer inquities of all types, but especially in situations where
leaks or outages are reported that_ have the potential to jeopardize the health
and safety of the customers setved by the utility. The Commission recognizes

that Pine Water has a customer setvice problem.
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47. The Commission also noted in that decision that Brooke Utilities call center employees
have no customet setvice training. Vatious remedial measutres were ordered, including implementation
of improved customer service procedutes, personnel training, response times and reporting
requirements.

48. As discussed eatlier, the assets of both Companies were subsequently condemned and
acquired by the Pine-Strawberry Water Improvement District. The Final Orders of Condemnation
were entered by the Yavapai Superior Court on October 6, 2009. An ad taken out in a local
newspapet by customets in support of the condemnation stated that there had been inadequate
investment and referred to poor customet relations and poor billing clarity. Mr. Hardcastle responded
in a letter exptessing his belief that customers were dissatisfied with the curtailments that had
occutred.

Payson Water Company, Tonto Basin Water Company and Navajo W ater Company

50. Payson Water is located in the Payson area of Gila County and consists of nine
independent watet systems including Mead’s Ranch, East Vetde Estates, Flowing Springs, Geronimo,
Mesa del Caballo, Star Valley/Quail Valley, Whispering Pines, Star Valley and Deer Creek Systems‘. In
2005, the systems served approximately 4,100 customers. Payson Water was plagued with a history of
water shortages as well. BUI acquited United Utilities in 1996. In 1998, the Company filed an
application for a Curtailment Order and a motatorium on new connections, line extensions and an
emergency interim rate increase. The Company was experiencing numetous issues, most importantly
water shortages. On July 6, 1998, the Commission’s Utilities Division had received a peﬁﬁon signed
by a significant majority of the customers of Mead’s Ranch complaining of continual water outages
and what was termed “an inadequate water delivery system” and that United’s parent corporation,
BUI had failed to address the problem after acquiting United in 1996. The Commission noted that, in
the capital plan presented by the Company, no allowance was made for either well improvement or
the cost of a new well to increase water production At the time, it was represented that Mead’s Ranch
had only one 800 foot deep well in use since 1956 which could not meet demand. The Commission’s
Otder stated that the well was producing approximately 77 gallons of water per customer per day

which was inadequate to serve the ten to twenty customets who were full time residents at the time.
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Additionally, it was brought out that Mead’s Ranch was unmetered. In 2004, Brooke filed a
curtailment plan tariff which was approved by the Commission in Decision No. 67821.

51. Payson filed an application for the emergency implementation of a water augmentation
surcharge or emergency rate tariff due to water shortages on its Mesa Del Caballo System in 2010.
The Company claimed that it could no longet augment the water supply for this system and in 2009 it
states that it absotbed $59,137 in water hauling costs for this system. The emetgency water
augmentation surcharge tariff was approved on September 28, 2010, in Decision No. 71902. Water
shortages, turn-offs and augmentation charges in its vatious systems also spawned a host of formal
corhplaints. Payson was one of the Companies sold to J.W. Holdings in 2013 pursuant to a Stock
Purchase Agreement.

52. Navajo provided water setvice in the vicinity of Show Loxx-f, Navajo County, Arizona.
Navajo had three separate systems: 1) Chaparral Pines System, 2) the Laguna Estates System, and 3)
the Summer Pines System. Navajo was acquired by BUI in a stock purchase wherein Brooke acquired
the outstanding stock of Richard S. Williamson in United Utilities. Navajo filed for a permanent rate
increase in February 24 1999, which was granted in Decision No. 62631 dated March 6, 2000. E-
Docket shows applications for a curtailment tariff, water augmentation tariff and cross-connect tariffs;
suggesting that water shortages were also an issue. A scan of eDocket reveals nothing remarkable
with respect to BUI’s management, ptiot to its sale to J.W. Holdings in 2013.

53. Finally, Tonto Basin, was also acquired from Richard Williamson in 1996. It had an
active Order to Show Cause (OSC) pending befote it was acquired by BUI in 1996. The Complaint
alleged that the prior owner had: 1) failed to pay APS electric bills violating A.R.S. Section 40-361(B);
2) failed to file main extension agreements with the Commission for approval, violating A.A.C. R14-2-
406(M); 3) failed to make approptiate refunds of advances paid under main extension agreements,
violating R14-2-406(D) and (M); 4) failed to accrue interest to customers deposits, violating A.A.C.
R14-2-403(B)(3); 5) failed to credit deposit intetest to customer bills annually, violating A.A.C. R14-2-
403(B)(4); failed to refund customer deposits after the customers established a twelve month “good
payment” history, violating A.A.C. R14-2-403(B)(5); 6) failed to obtain Commission for the transfer of

the Portal IV well, violating A.R.S. Section 40-285; 7) failed to provide adequate, efficient and
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reasonable setvice by not following propet customer deposit procedures, violating A.R.S. Section 40- |
361(B); and 8) failed to provide adequate, efficient and reasonable setvice by transferring a well asset
violating A.R.S. Section 40-361(B). The Commission dismissed the Complaint after BUI provided
documenting demonstrating that all issues had been resolved.

54, Theteafter, a scan of e-Docket indicates that this Company’s history under BUI
appears to be largely unremarkable. There were applications filed for curtailment tariffs, water
augmentation fees and other similar items suggesting that water shortages may have been an issue for
the System. Tonto Basin was one of those sold to J.W. Holdings in 2013 pursuant to a Stock
Purchase Agreement.

STAFF ANALYSIS

55. Neither Brooke nor Circle City suffer from frequent water shortages which have
plagued several of the other companies managed by Mr. Hardcastle in Arizona. Howevert, like other
systems he has managed, the plant in service is oldet and is neating the end of its useful life.

56. From an operational perspective, Staff Engineer Smaila reported that the mechanical
plant for Brooke is in good operating condition. He also reported that the System Manager/Operator
was proficient in his duties; although he lacked sufficient training in Pressure Reducing Valve
operation and repair.

57. Financially, despite the fact that he has not been in for a rate case in many yeats,
Brooke shows strong financial performance. However, some expense levels approved in the last rate
case are considerably out of date suggesting a need for a rate review. Circle City has been operating at
a loss for this same time period suggesting that the company should come in for a rate adjustment.

58. The Brooke and Circle City Companies’ unplanned outage reports to the Commission
do not suggest anything out of the ordinary. However, the August 2016 outage was more serious and
probably the most serious outage in Brooke’s history under Mr. Hardcastle’s management. That
outage underscotes the need for substantial improvement in several areas including plant maintenance
and repait, emetgency teporting and customer responsiveness.

59. At the Special Open Meeting, concerns were raised about billing, lack of

communication and rudeness at the Company’s Customer Setvice Centet.

Decision No.




N

~ SN W

10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
27
28

Page 16 Docket No. W-03039A-16-0322, et al.

60. Staffs analysis reveals that the soutce of these issues is multifaceted. Brooke faces a
greater than normal risk of communication challenges during an outage because the manager member,
Mt. Hardcastle, tesides/wotks in California, the existing call center has been in Costa Rica since 2007,
and the local operator is based in Patker. The Company primarily relies upon e-mail communications
between the manager, the call center located in Costa Rica, and local operations. If any of these are
not on e-mail for a period of time, communications will not be timely read and acted upon. This is
exacerbated by Mr. Hardcastle’s reluctance to provide a cell phone contact, either his personal or
second cell phone.

61. Mr. Hardcastle is rarely in Atizona either to visit the companies he manages or to meet
with county officials and customers. Duting the 3 day outage, he was trying to manage the outage
from a remote location in California, while on a planned vacation which began prior to the outage.

62. During the outage, Mr. Hardcastle did not reach out to county and emergency
personnel. One County official stated that the outage took place Sunday evening and he did not hear
of it until Tuesday afternoon from a constituent. Not all customers were notified of the outage and
given regular updates. Emetgency management stated at the Special Open Meeting that they cannot
do their part without everyone being informed. Another County official at the Special Open Meeting
indicated that the problem with poot communications has been ongoing since Brooke took over the
system.

63.  This communications breakdown also manifested itself in the Emergency Opetations
Plan (“EOP”) which the Company has put in place pursuant to ADEQ requirements. Mt. Hardcastle
tevised the Brookes’ EOP on August 29” to address deficiencies in the prior EOP. The revised EOP
is attached as Exhibit A. While the Plan calls for communications with and by the Company’s
President under certain levels of conditions, Mr. Hardcastle was not available at either the e-mail or
phone numbers listed in the EOP. In addition, at the time the outage occutred.

64. The Company either failed to do immediate follow-up testing of the water to ensure it
was safe or simply failed to inform the Commission and others that it had been done; so people were
left wondering if the water was safe to drink. In the absence of any communication from the

Company on the safety of the watet, the Commission asked ADEQ to go out and test the water. The
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Company also failed to arrange for bottled water and non-potable water hauling and instead the
County provided it.

65. An informal Complaint was also tecently filed in July, 2016 with the Commission’s
Consumer Services Division, regarding a dispute about an easement. Brooke claims an easement for a
high pressure water main which apparently runs across an individual's property. However, the
easement was appatently not recorded.  Brooke Lakeside’s predecessor water company owners
apparently installed a high pressure water main down the middle of the two parcels following the
property line, according to Mr. Hardcastle. The two adjoining property parcels affected were at one
time owned by différent parties. The Complainant bought the inferest of the other parcel and now
wants to build a structure across both parcels but the high pressure water main would be below the
proposed structure. Mr. Hardcastle and the customer have apparently discussed several options
including relocation of the main to the north side of the two parcels. The patties have not reached
any agreement yet on what can be done. While such property disputes are normally under the
jurisdiction of the Supetior Coutt, as an initial step, Staff believes that the Company should map the
existing location of the underground high pressure water main on the affected parcel.

STAFF RECOMMENDATIONS

66. Staff believes the following tecommendations will assist the Companies in resolving
issues and remedying existing operational consumer service concerns. Staff has spoken to Mr.
Hardcastle, the managing member of the Companies, about these recommendations.

System, Operational and Engineering Recommendations

67. The Company should be required to (for Brooke unless otherwise indicated):

2) Contact ADWR to discuss a path to becoming immediately compliant with
departmental requirements governing watet providers and/ot community water
systems. (This applies to both Brooke and Circle City).

b) File an application for a Curtailment Tariff with the Commission.

) Refile the Backflow Prevention Tariff wutilizing the revised Cross
Connection/Backflow Tariff form.

d) Repair the rusted areas of the 50,000 gallon storage tank and inspect the tank intetior.

Decision No.
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)

k)

a)

b)

d)

68.
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Recoat the intetior of the 50,000 gallon storage tank with National Sanitation
Foundation approved coating if the tank intetior has been compromised.

Adjust or tepait the altitude valve controlling flow to the 100,000 gallon storage tank
to stop the water loss through the tank overflow piping.

Hire a trained technician to petform whatever is required to eliminate water loss at this
location, if the operatot is unable to adjust or repair the valve.

Provide means to train the operatots in PRV diagnostics and repair.

Recondition the exterior sutface of all tanks and develop a schedule for tank
maintenance.

Sample the drinking water at several locations in the distribution system to assess the
safety of continued utilization of the current asbestos-cement piping

Install 2 meter on the backwash piping as soon as practical so that the water loss may

be determined.

Consumer Service Recommendations

The Company should be requited to (for both Brooke and Circle City)

Utilize the new Outage Reporting Form on the Utllities Division website for future
outages.

Immediately notify not only the Commission, but the County Sheriff’s Office, the
County Office of Emetgency Management, the County Board of Supervisors, (Other
County Officials?), the Atizona Department of Environmental Quality, when an
outage occuts as per the revised EOP.

Include an Outage Message to all who call the Call Center of the outage and ensure it
is updated as needed.

Conduct an outreach effort to obtain email addresses for 2 more timely notification to
as many customers as possible.

Immediately schedule a customer service training program for Service Center

employees with a set of metrics commonly used to assess setvice center petformance.
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2.

69.
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The Company shall chose among the metric in Exhibit B and provide Staff with
targets, implementation dates and reporting requirements.

Develop a Company website where customers can obtain information.

Conduct an extensive outreach effort at least twice a year with city and county officials
and customers to discuss communication, setvice quality and ideas for improvement.
Obtain a second cell phone (for Mr. Hardcastle) for business use and provide that
phone number to officials mentioned in the Emergency Operations Plan (and any
other designated individuals). The phone should have the ability to monitor emails
and have other applications that might improve communication at ctitical times.
During an outage of a magnitude similar to the August outage, Mr. Hardcastle shall
commit to be present on-site or to have an individual who is authorized to make
decisions in his absence.

Periodically update its Emergency Operations Plan approved by ADEQ on August 29,
2016 to include such things as a phone number and e-mail address for the Companies
at which Mr. Hardcastle can be reached.

Make good faith efforts to resolve the easement dispute which is currently pending as

an informal complaint; and map the Company facilities in the affected parcel.

Recommendations Regarding Financial Fitness

The Company should be required to (for both Brooke and Citcle City):

File a System Imptrovement and Budget Plan with the Staff for review and input.

File a rate case by June 1, 2018 for both Brooke and circle City with 2 test year ending
not later than December 31, 2017 with a test year ending June, 2017. Compliance with
items addressed in this Repott shall be assessed in the rate case.

CONCLUSIONS OF LAW

Brooke Water Company and Circle City Water Company LLC are public service

corporations within the meaning of Article XV of the Arizona Constitution.

The Commission has jurisdiction over Brooke Water Company LLC and Citcle City

Water Company LLC and the subject matter of this filing.
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3. - The Commission, having reviewed the Staff’s Memorandum dated September 20,

2016, concludes that Staff’s recommendations ate in the public interest and should be adopted.
ORDER

IT IS THEREFORE ORDERED that Brooke Water Company LLC, Lakeside Division, shall
comply with the Operational and Engineering recommendations contained in Finding of Fact 67.

IT IS FURTHER ORDERED that Brooke Water Company LLC and Circle City Water LLC
shall comply with the Consumer Service recommendations contained in Finding of Fact 68.

IT IS FURTHER ORDERED that .Brooke Water Company LLC and Citcle City Water LLC

shall comply with the Financial Fitness recommendations contained in Finding of Fact 69.
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IT IS FURTHER ORDERED that Brooke Water Company, LLC and Circle City Water LLC
shall provide monthly updates on its progress in meeting the Staff recommendations contained in
Findings of Fact 66, 67 and 68.

IT IS FURTHER ORDERED that this Decision shall become effective immediately.

BY THE ORDER OF THE ARIZONA CORPORATION COMMISSION

CHAIRMAN LITTLE COMMISSIONER STUMP

COMMISSIONER FORESE COMMISSIONER TOBIN COMMISSIONER BURNS

IN WITNESS WHEREOF, I, JODI A. JERICH, Executive
Director of the Arizona Corporation Commission, have
hereunto, set my hand and caused the official seal of this
Commission to be affixed at the Capitol, in the City of
Phoenix, this day of , 2016.

JODI A. JERICH
EXECUTIVE DIRECTOR

DISSENT:

DISSENT:

TMB:nr/MAS
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1 ||SERVICE LIST FOR: Brooke Water Company, LLC and Circle City Water Company, LLC
DOCKET NOS. T-03039A-16-0322 AND T-03510A-16-0322

Mt. Robert Hardcastle

Brooke Water Company, LLC
Circle City Water Company, LLC
Post Office Box 82218
Bakersfield, California 93380

Mt. Thomas M. Broderick
Director, Utilities Division
Arizona Corporation Commission
1200 West Washington Street
Phoenix, Atizona 85007

o B s Y S

\©

Ms. Janice M. Alward

10 || Chief Counsel, Legal Division
Arizona Corporation Commission
1T [11200 West Washington Street

12 Phoenix, Arizona 85007

13 [[Mzr. Dwight Nodes

Chief Administrative Law Judge, Hearing Division
14 ||Arizona Corporation Commission

1200 West Washington Street

15 ||Phoenix, AZ 85007

16
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19
20
21
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25
26
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EXHIBIT A
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arker, AZ

Public Water System Water System
# . Name

15-01 180070,

15-027 9; &@_@748.0000

15-058 91:’@?;’52.0000 226

15-006 ' 553
31
224

dminj; };,ative Codes R18-4-116
RN RS .

SRevised: August 29, 2016

R %‘d material that is corﬁdénﬁal, privileged and is intended for

24 el 'izuthoi;:z‘zg;ggwater company representatives, authorized regulatory agency
77 ﬁ;%ergemy respo; %ersonnel only. THIS INFORMATION IS NOT TO BE SHARED WITH
e . e e
UNAUTHORIZEDPERSONS AEANY TIME. Please secure your copy appropriately at all times. If you misplace

B S . . N . . . .
or loose your 605’}33‘@%93 notify ¥Gur:supervisor immediately. Please destroy all previous versions or revisions of
"":,‘,," 5
this document as rq’éﬁe&‘igg belg

2
\"i&;% 5 .
Cupey You may not read, copy, distribute or use this information. Please immediately
notify Brooke Water LLC at (661) 633-7526.

Original Date: January 20, 1994
1% Revision: November 11, 2003
2" Revision: May 5, 2009
3 Revision: Angust 29, 2016
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Brooke Water LL.C Estimated Use of Water — 2015

Description Gallons Gallons Difference
BOR Colorado River Diversions 143,154,700

Back wash water 11,213,660

Main Jeaks

Service Iine leaks
Distribution system leaks (other)
Customer Consumption

" Unaccounted for water (customers)
Unaccounted for water (BWLLC)
Media filiration repair/replacement
Construction water
Meter error loss
Other

Page-45
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Purpose and Authority

The purpose of this Emergency Operations Plan (“EOP”) is to establish and to maintain -as
current the procedures necessary to utilize alternative water supply sources in the event of a
contamination or loss of existing source. It is also the purpose of this EOP to identify and
maintain current emergency contact information of local County, State, Regional, and Federal
Agencies, as applicable, that are to be advised of significant water., semce interruptions (“WSI”)

LLC below:
Emergency | Emergency Description
Level 3 s,
Routine non-emergency Water.dzs Srvice interruption ALC, La Paz County,
1 - | of two hours or less in duf"ah‘i"‘ usua]ly effects C‘“‘“ﬁomers
’H' )
ACC, ADEQ?La Paz
2 County, Customers
er:ggncy W&&’%ﬁfm\, B, | ACC, ADEQ, LaPaz
‘more than foue: i .,‘hours or mﬁn duratlon, any County, Customers
3 : . ‘-m.
tyBe 2::;ogc=,r.efc1ona‘.‘_l,

Page 46
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EMERGENCY CONTACTS

Depending on the EOL involved with the WSI various emergency parties require, desire, or
prefer to be notified and advised. The Company primarily utilizes two methods of emergency
contact of customers and the Emergency Contacts below: first by electronic mail, and second by
direct telephone contact.

Table 1 - La Paz County
La Paz County Contact Name Telephone
Number
District 1 DL Wilson . | (928) 669-6115
Supervisor %
District 2 King Clapperton
Supervisor
District 3 Holly Irwm
Supervisor
County Dan Field (928) 6 9-6115
Administrator
Emergency Services | Steve Biro ™ (928) 667-4310
Commumity Nora Yackley 9 (928) 669-6138
Development ;
Community (928) 669-6138
Development %4
Health Departmer;' (928) 669-1100
Health Department (928) 916-9631
A 5 (928) 669-2016
5‘-@@lshenﬁ OLg Or (928) 669-6141 or
5] 7
BPoindexter@lapazsheriff org | (928) 669-2281
(dispatch)

Table 2

ADEOQ Staff-

Email Address Telephone Numbers

Daniel DCS@azdeq@gov (602) 771-4617
Czecholinski

Jennifer Peterson | Inspection Compliance | JC17@azdeq@gov (602) 771-4253 .
Dave Dunaway Monitoring and Dwd@azdeq@gov (602) 771-6403

‘ Protection
Steve Vogel Inspector SVi1@azdeg.gov (602) 694-1099
Jon Fiegen Inspector Fiegen Jon@azdeqg.gov (602) 771-4634

Page 47
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John Calkins Department Manager | Calkins john@azdeq.cov
Meario A. Casillas | Inspector Casillas mario@azdeq.gov | (602) 771-4359
Karen L. Black Water Monitoring Black-Karen@azdeq.gov | (602) 7714559

Table 3 - Brooke Water LLC

Customer Service CSR’s | customerservicecentéfi@brookenutilities.com | (300) 270-
Center : 6084
Operations | Parker, AZ (928) 970-
Superintendent 0437
Operations Staff Ops (928) 970-
: 0439
Operations Staff (661) 973-
: W ; 4453
Operations Staff e, | (hiri O S
Corporate Office j “{661) 633-
7526
Table 4 - ACC
"(602) 5422237

Page 48
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Checklist of Actions to Be Completed
Immediately Following a Disaster

Note: This checklist is not intended to replace the EOP and its procedures. This checklist should

be used as a supplemental guide only.

possible. . _
- 2. Notify division management
3. Assemblé and assign crisis personal ' y

accordance with EOL estabhshed above
5. Isolate affected areas to effect the Ieast

S

iﬁ 1r'éumstances as

R0 i “ s, ;" i ‘
10. Comntact hosp1tal pohce ‘and fire to address spec:ﬁc cucumstances as. -

- needed,
11. Contact Emergency Contacts to adwse of the resolution or passmg of the

_ emergency condition.

Page 49
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Emergency Contact Notifications (ECN)

In reporting a WSI the Company normally first communicates with its customers and Emergency
Contacts by electronic mail and subsequently by direct telephone where desired, needed and/or
appropriate. It is the Company’s policy to make emergency notifications as quickly as possible
.after emergency event facts are reported, discovered, or understoodl All ECN’s information
shall provide at least the following information concerning the W,

(1) Date
(2)  Time (expressed in military time)
(3)  Water system affected

(4)  Estimate of number of customers b
(5) Location of the reason for the g

Lg%'

”sampl e fofast:

Date:
Time:

' “%A\" ;
circunista ances.

x:a,;;%.x
W
ice interruption and inconvenience. We appreciate

of all our customers.

Customers and Emergency Contacts are strongly encouraged to submit current personal email
addresses for this use. Please contact the Company’s Customer Service Center at (800) 270-6084
to make such request or provide additional current information.

1 It should be noted that not all notification parties or agenc.:ies want to be notified at the same level of
emergency.

Page 50
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LAKESIDE (LKS) WATER SYSTEN DESCRIFTION
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Name of Water System:

Public Water System #: A
Community Water System #:
Number Service Connections:
Persons Served:

Number of wells:

Colorado River Intakes:
Average Daily Consumption:
Average Daily Peak Production:
Storage Tanks: :
Storage Capacity (total):
ADWR #:

Water Treatment:
Water Treatment Method:
Water Treatment Restocked:
Water Treatment Filtering:
Fire Hydrants:

Booster Pumps:
Consumption Meter Type:
Electrical Utility:
Distribution Materials
Backup Power Gen

O

LAKESIDE (LKS)
15-010

91-000742.0000

798

1995 (approximately)
None

One located on R_versgd
85,176
116,090
3
450,000

Persons Served:
Number of wells: R
Colorado River Intakes:
Average Daily Consumption:
Average Daily Peak Production:
Storage Tanks:

Storage Capacity (total):
ADWR #: ‘

Water Treatment:

91-000748.0000

195

488 (approximately)
None

One located on Riverside Dr.
33,083

47,670

3

47,000

C150270 .
Yes '

Page 51
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Water Treatment Method:
Water Treatment Restocked:
Water Treatment Filtering:
Fire Hydrants:

Booster Pumps:
Consumption Meter Type:
Electrical Utility:
Distribution Materials:
Backup Power Generation:
Pressure Reducing Valves: -
Altitude Valves:

Remote Tank Monitoring:
Turbidity meters:

Current ADEQ Violations:

Docket No. W-03039A-16-0322 et al

Gravel, sand, anthracite, polymer
March 2016

Backwash into seftlement ponds
None

Yes, two

Sensus Model I

Arizona Public Service

ACP, PVC, C900,DIP .
Yes; 75 kW portable traile]
NO . W
No

Yes, one
Yes, model 1172@E
No G

Name of Water System:
Public Water System #:
Community Water System #:

Number Service Connections:

Persons Served:
Number of wells:
Colorado River Intak

Backup Power Generaﬁo 32
Pressure Reducing Valves:
Altitude Valves:

Remote Tank Monitoring:
Turbidity meters:

Current ADEQ Violations:

2,
¢

%, Gravel, saJi santhracite, polymer

ch 2016
kwash into settlement ponds

Yes, two -

Sensus Model I

Arizona Public Service
ACP, PVC, C900, DIP
Yes; 75 kW portable trailer
Yes, two

No

Yes, one

Yes, model 1720E

No

MOOVALYA KEYS (MX) WATER SYSTEM DESCRIPTION

Page 52
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Name of Water System:
Public Water System #:
Community Water System #:
Number Service Connections:
Persons Served:

Number of wells:

Colorado River Intakes:
Average Daily Consumption:

Average Daily Peak Production:

Storage Tanks:

Storage Capac1ty (total)
ADWR #:

Water Treatment:

Water Treatment Method:
Water Treatment Restocked:
Water Treatment Filtering:
Fire Hydrants:

Booster Pumps:
Consumption Meter Type:
Electrical Utility: '
Distribution Materials:
Backup Power Generation'

Docket No. W-03039A-16-0322 et al

MOOVALYA KEYS (MK)
15-006
91-000741.0000

. 558

1395 (approximately)

None

One located on Riverside Dr.
69,049
90,290

3
145,000
C150060
Yes

_b__‘tﬁ'racﬁe polymerx;

Numbei““d é‘mce Connectwns* :

v«

Average Daily Peak P * &lgg:ﬁon:
Storage Tanks: w
Storage Capaclty (total):
ADWR #:

Water Treatment:

Water Treatment Method:
Water Treatment Restocked:
Water Treatment Filtering:

78 (apprommately)

None

One located on Riverside Dr.
6,945

14,470

1

10,000

C150400

Yes

Gravel, sand, anthracite, polymer
March 2016 .

Backwash into Buckskin Sanitation District

- Page 53
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Fire Hydrants:

Booster Pumps:
Consumption Meter Type:
Electrical Utility:
Distribution Materials:
Backup Power Generation:
Pressure Reducing Valves:
Altitude Valves:

Remote Tank Monitoring:
Turbidity meters:

Current ADEQ Violations:

Docket No. W-03039A-16-0322 et al

None

Yes, two

Sensus Model IT
Arizona Public Service
ACP, C900

Yes; 75 kW portable trailer
No -

No

Yes, one

Yes, model 1720E
No

Name of Water System:
Public Water System #:

Community Water System #:
Number Service Connections:

Persons Served:
Number of wells:;
Colorado River Intakes:

Average Daily Consumption;
Average Daily Peak E oduction:

Storage Tanks:

ADWR #:
Water Treatment:

Remote Tank Monitort
Turbidity meters:
Current ADEQ Violations:

# ClSOllOi‘g@_ ;

1 s
100 oo‘o;;«;:w‘,’,

ACP, PVC, C900
Yes; 75 kW portable trailer
No

No

Yes, one

Yes, model 1720E

No '

Page 54
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Notification Procedures

(A.A.C.R174-116.B.2)

In the event of an-emergency the follow procedures should be instituted hy all Company staff
and all other authorized representatives.

(1) The Company’s On-Call Operations (“Ops”) personnel‘_sh

safe a.ud professional manner,
(2)  Opsshall assess the nature of the water system e;,m BENGY
general nature of the emergency is directly relatécﬁo the w:
(3)  Ops shall advise the Operations Superinte ible
- emergency including the location of the:& rgency event, gene 5

v . S - 03
event, resources thought to be requiret cluding excavahon equip

3 e:;system.
1iffas soon as poss1ble as to the nature of the

\\)‘-.

n parues Provide subsequent telephone contact

*?-,,; s 13_1t10ns, emergenc cgntacts others in the affected serv1ce area.

g‘, S .ef a duration longer than four (4) hours. Notification via
y be used initially but all notifications must include an email

AUTHORITIES'OR GOVERNMENT AGENCIES DESIRE TO BE CONTACTED
AT THE SAME LEVELS OF EMERGENCY.

(11) As circumstances require, or at the specific direction of the Company’s President, local
media will be contacted with a public information request.

(12) Ifrequired or at the specific direction of the President, customer notices would be posted
in reasonable conspicuious public locations, on existing water company property,
broadcast on local radio and/or printed in a general circulation media. Customers, local,

Page 55
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state, regional, and fedreal agencies will be advised by use of electronic mail distribution
lists.

(13)  Ops shall, where circumstances require, always flush, chlorinate, and take water test
samples of WSI’s involving broken pipes and water contamination. Results of water
samples shall be submitted to the Company’s President as soon as they are received.

The Brooke Water LLC Parker office located on Riverside Dr. shall serve as the primary location for control and
assembly of persormel, equiptment, and material. Material at this location would be utilized and transported to the

location of the emergency. Equiptment needed to accomplish the antzczpatggffggazrs would be moblized and also
taken fo the site. {,),‘5;'}’;
Al I

A

Y %
e
o o

o
e
%

e

L

Lt
Rty

e

:{—

.
o
P

¥
N,
3
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Customer Service Cenier (“CSC™)

The Customer Service Center is staffed by up to five Customer Service Representatives
(““CSR’s™) during regular business hours of 0800 hours to 1600 hours daily (Arizona Mountain
Time). The CSC can be reached at (800) 270-6084 at all times.

The CSC Team Manager supervises other CSR’s while taking customer calls, processing credit
card payments, dispatching Service Orders (“SO’s™) to the Operatlons Department, arranges new
service connections, manages the Customer Information System te g €1S™), provides informational
and documentation support for processing customer complamts: “The CSC maintains records of

all inbound and outbound customer calls, keeps updatcd %i%%ejt@fonnaﬁon records, produces
customer bills, and is respon51ble for making adJustments Y custome: er accounts where applicable.-

The CSC determines late paying customers and 8 S5

ssues dlsconn;“cu“n hsts to the Operatlons

reasonable effort to return message-left calls thi

Company maintains detailed monthly service recor.

= cy% N
the CSC for processing the next busnEiess ¥
(“AHEC”) is routed to_,gia automated“i__]@

: .— : %1% S on-call staff member, for
staff memiber is dispatched to the site

g training of its processes, procedures,
. documentation that is regularly reviewed

' Page 57
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Other Related Telephone References

Backflow Specialists:

Cintas Fire Protection (Lake Havasu City): 928-855-2248
Metro Fire Equipment and Backflow (Mesa): . 480-464-0509
Steve Jackson Backflow Testing (Parker): 928-669-0545

Health Regulatory Agencies:
ADEQ: ‘ -2300 or 800-234-5677 (hotline)
AZ Department of Health Services: 602-542-1025

US Environmental Protection Agency: 415-947—8000

Arizona Corporation Commission:
AZ Department of Water Resources:

Utility Purveyors:

Electric/ Gas:
Contractors:

Well and Pump Contractors:

928-474-4441
928-854-5050

e,;,;.-. i 5;. oo

602-616-9198

(928) 669-9624
602-444-8000

Page 58
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Loss of Source

(AAC. R18-4-116A])

Source of Supply Failure and/ or Excessive Demand

If the water source were lost due to contamination, excessively high demand, or a similar
emergency, potable water shall be transported to customers by ": water truck. The La Paz County
Emergency Services Department may p ,-'emae nun-gssaulc %%er at convenient public location
for customer access. A detailed public service announceniertwauld be issued through electronic
message distribution lists to inform the public of the sfeps-that’s ) 'uld be taken during this time

5 ‘C:v"
period and the expected duration of the situation. &

;mn
,

pqtable water made
&d, service area. A

SN
X,

mers of thegtlme and loéaﬁq oM

Brooke Water LLC may also supplement tilg;a,fw
available af a central location and/or dlsmB"“_ ﬁ_‘

bottled water will be mdlcated The assigned loca . for boi ,d water pick will: %Perally be
plant sites. Customers who are nthéble to leave their 5g] sa%ill be instructed via thetelectronic
message distribution list and/or pu‘ﬁh X6 -E éeﬁmnt to contact the Customer Service
Center and provide their address for“b@tﬂei "?a?mif.
p
Potable Water Hauling Vehicles
T
Possible Vendors ol whicht t
i
Rio Verde’
kK (A.AC R- 18:%51 16A.2)
R i,
The fé:Lbd component s ? zI'isl be. dm as quickly as possible. Any actual or potenual water

ETEn

contamjﬁ:hon and/or waté&'if-:l\oss restl} hg from the failed component should be isolated
immediately

”“Dlstnbutlon ma“p“s will be ntilized to determine the appropriate sectional control
valves neede&;_ close the syst’ém and isolate the components. The following critical components
shall remain in% Vice or bg'/e:egcred to service as quickly as possible: wells, electrical supply to
the well site, storag = ixbobster pumps, pressure tanks, and distribution system. If supply is
insufficient due to the%f‘ef inical failure of a pump or motor, the company representative will
check local inventory o aveulablhty of a replacement part or component. Should the needed
item(s) not be available from the existing inventory, the representative will then contact all
sources in order to obtain the item(s) as well as schedule any work to be conducted within an
acceptable time frame.
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Brooke Water LLC will provide emergency water supply via bottled water delivery and/or water
hauling as the situation requires. The following are potential alternative vendors for replacement

of failed components:
Lewus Electric:- 928-468-6320
Dana Kepner Co.: 928-537-4076 -

If a building, pump house or storage facility should collapsg;or be damaged in any way,
immediate steps must be taken to minimize damage and:protéct the water supply from
contamination. The appropriate contractors would be conta : assist in repair or replacement
of the facility. '

power, the area

izaime the water supply held in
storage may be su um’xg standfaz’”id consumption situations.

In the event ’rhe s

Gt
Backflow and cross con%gcﬁon problems are recognized caused in situation of microbiological
or chemical contamination of a water supply. Implementation of Brooke Water LLC’s Backflow
Prevention Plan is utilized to reduce the frequency of this situation. In addition, Brooke Water
LLC Brooke Water LLC collects water samples regularly which are submitted for
microbiological sampling required by state and federal regulations to Legend Technical Services
of Arizona (602-324-6100).
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In the event of a cross connection or backflow event:

1. Identify the source of the contamination by visual inspections of the infrastructure and
service area, chlorine residual sampling and other water quality testing.

2. Once identified, the canse of the contamination shall be immediately isolated or

. disconnected. ‘

3. Any affected areas would also be isolated and appropriately treated, disinfected, or
neutralized. Treatment includes, but may not be limited tgiline flushing and chlorination
of the affected area.

4. If necessary, those affected areas of the prod
distribution system would also be replaced or req ﬁi? 1

5. Arrangements for alternative water sources % y
“Alternative Sources of Water”). r «w,,

6. ACC, ADEQ, and all affected or potev Wy‘effected customers'

Ry
4,‘1.

notrﬁed in accordance with the Notrﬁ CAHOR Procedures.

% 2;% A o S N

; 4 ;i‘i?i‘evenﬁoh?ﬂzh, included herein, is utilized
I "“brologlcal contamination. In addition, Brooke

regularly, Whmh are submitted for microbiological sampling

.'\ Y

Legend Technical Services of Arizona (602-324-

u_s.

Implementahon»
to reduce the fr

éervrge‘»area, chlorine’
assrstaﬁé“esg_rrth identif :g sources of contaminant, Affordable Backﬂow Services at
928-978%2?3 may be ontacted.

3. Any affected areas would also be isolated and appropriately treated, disinfected, or
neutralized. Treatment includes, but may not be limited to, line flushing and chlorination

of the affected area.

4. Ifnecessary, those affected areas of the production, treatment, transmrssron, or
distribution system would also be replaced or removed from service.

5. Arrangements for alternative water sources may be utilized during this time (See
“Altemnative Sources of Water”). ]
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6. ACC, ADEQ and all affected or potentially affected customers would be immediately
notified in accordance with the Notification Procedures.

7. Ounce the contamination has been neutralized, additional laboratory testing would be
performed until Total Coliform levels are within the acceptable range (0.05 mg/I) for safe
drinking water and service may be restored.

Collapse of Reservoirs

(A.A.C.R-184-116.A.5)

If a building, pump house, or storage facility should co
immediate steps would be taken to minimize da.mag_ anc: p
contamination. The aforementioned notification procedires, losg;:“-of supply procedures, and
contamination procedures should be followed i

Iy zfg;ately The apér nate contractors would
be contacted to assist in repair or replacement ofrthe: T ility

g :
Breaks in Mam’war Service Lines

Flushing Procedures:

Once repairs are completed the affected portion of the distribution lines will be flushed using the
most appropriate outlet within the isolated area. Flushing should be completed by opening the
valves in the closed area only after opening the appropriate flush out valve. These valves should
be closed one at a time in order to allow release of all water in the distribution lines during the
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time of the contamination, emergency and/or repair efforts. If air is found in the lines it will be
necessary to and/or repaJr efforts. If air is found in the lines it will be necessary to allow free
flow until most of the air has been removed from the system.

Disinfection and Testing Procedures:
Disinfection of the affected portion of the distribution systein will be conduced in accordance

with Arizona Department of Environmental Quality (“ADEQ”) gulatlons Specifically, upon
completion of the flushing and prior to returning the system tosfill:Service, the affected area will
be tested for a chiorine residual at each of the flush out Ioca ‘{ns Ifthe chlorine res1dual is not
evident, that portion of the system will be flushed and :Ii‘§

.be taken. This procedure will be repeated until a §2\|;g$s,fZ
Residual tests would continue for a period not g Hter” than 48 E‘"’“
.affected portion of line has adequate residual aaB’""

hours thereafter.
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ce or be restored to s

B

CLY

remain in servi
in system des

2. Electrical supply to sites, booster sites, pressure ta

3. Storage tanks
4. Pressure tanks

(A.A.C.R-184-116.B4)

ps as noted

Jiiisl

Restored as Quickly as Possible

tical system componenfs shall

ble

cr1

y as possi

Critical System Components that Shall Rema

1. Colorado River intake p

ickl]

quic;

The following

33

A
Ry
R

5. Distribution System
6. Various blow-off valves

No. Page 22 of 23
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Critical Component Inventory

(AA. CR-18-4-116.B.5)

An inventory of many critical components is maintained and stored at the Parker Division
Operations Office. Written requests, telephone contact and electronic mail requests are used as a
means for operators and contractors to request items, which may not be specifically listed on
work orders or the inventory masters list.

Division Operations office mventory, the followmg
obtain the 1tem(s) as quickly as possible:

Dana Kepner Co.:

iter LL.C’s water systems will be
i e;pployee without a copy of
the EOP may requesf: =2 oﬁ‘ Broo Water LLC. Each employee

will be respons1bl dor:

durmg staﬁ meetings to ensure current
% S. Any and all modifications, changes or
8 and all nec X ary regulatory agencies in order to maintain
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EXHIBIT B
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For the Company’s Customer Service, Staff recommends the Company provide the following
information within 60 days of the Decision in this Docket:

1. Call Center Matrix — Please provide an organizational chart of the company’s call center.

2. Call Center Hours of Opetation — Please provide the opetating hours of the company’s
call center including each day of the week when the call center is opetational and the
operating hours for each operational day.

3. Call Center After Hours — Please discuss in detail how the company handles emergency
calls after hours.

4. First call resolution — Provide the petcentage of calls that the agent resolves the caller’s
issue without having to escalate, transfer or teturn the call '

5. Percentage of calls blocked — Provide the percentage of callers that received a busy tone
when they call :

6. Average time in queue — Provide the average amount of time callers wait in call queues
before an agent responds.

7. Average after call work time — Provide the average amount of time an agent spends
completing work related to the call after they finish the call.

8. Setvice level - Provide the percentage of calls answered within a specified number of
seconds. :

9. Average abandonment rate — Provide the petcentage of callers who hang up before
reaching an agent.
10. Agent turnover rate — What is the percentage of agents who leave the call center?

11. Average speed of answer — Provide the average amount of time it takes for the call to be
answered by an agent or the Automatic Call Distributor (ACD).

12. Average handle time — Provide the average amount of time an agent spends speaking with
the caller, including hold time.

13. Schedule adherence — To what extent do call center agent adhete with their assigned
schedule?

14. Escalation Mattices — Provide a matrix of the how calls are escalated to call center
' supervisors and managets.

15. Call Scripts — Please provide copies of scripts provided to agents on how to respond to
general and specific types of calls.

16. Step-by-Step Call Resolution Flow Charts — Please provide flow charts for call resolution.

17. Call Center Training — Please discuss the training offered by the company to its call center
ﬂ.gents. * ’
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